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L. INTRODUCTION
Pursuant to Rule 16.4 of the California Public Utilities Commission’s (CPUC or

Commission) Rules of Practice and Procedure, the Public Advocates Office at the
Commission (Cal Advocates) submits this Petition for Modification (Petition) of
Decision (D.) 21-06-015 on California Alternate Rates for Energy (CARE), Energy
Savings Assistance (ESA), and Family Electric Rate Assistance (FERA) program
applications of four large Investor Owned Utilities: Pacific Gas and Electric Company
(PG&E), Southern California Edison Company (SCE), Southern California Gas
Company (SoCalGas), and San Diego Gas & Electric Company (SDG&E), (collectively
I0Us). D.21-06-015 approved budgets for the IOUs’ CARE, ESA, and FERA programs
for the 2021-2026 program years (PYs).

Consistent with Rule 16.4(b), Cal Advocates proposes changes to the Finding of
Facts and Ordering Paragraphs in D.21-06-015. The proposed changes would account for
the new facts and changed circumstances, occurred after the issuance of D.21-06-015.
These proposed changes relate to the current income verification processes conducted by
the IOUs and their impacts on certain CARE and FERA program customers. Cal
Advocates’ proposed changes to D.21-06-015 are set forth in Appendix A and the
Declaration of Adam Buchholz is attached as Appendix B. This Petition is timely filed
under Rule 16.4(d).

Cal Advocates requests that the Commission modify D.21-06-015 to address the
harm to income-qualified CARE and FERA customers caused by low-income program
policies and the IOUs’ income verification processes. The requested changes include:

e The Findings of Facts should be modified to acknowledge that:
(1) the IOUs’ income verification processes impose unreasonable
barriers for eligible customers to participate in CARE and FERA;
and (2) eligible households suffer severe negative financial
impacts when erroneously removed from CARE and FERA.; and
(3) the current post-enrollment verification algorithms include
high usage as a variable, which undercuts improvements to the
high usage verification process.



e Ordering Paragraph 8 should be modified to authorize the IOUs
to update their CARE income verification algorithms to account
for bias in the underlying training data; any updates must be
approved via Tier 2 Advice Letters.

e Ordering Paragraph 13 should be modified to require the IOUs to
conduct an outbound call pilot for households selected for
recertification.

e Add an Ordering Paragraph to require the IOUs to immediately
suspend CARE and FERA income verification for at least 6
months, which can be extended, until a more efficient and less
burdensome income verification process is developed;

e Add an Ordering Paragraph to require the IOUs to collaborate
with interested parties to develop a more efficient and less
burdensome income verification process to replace the current
process, and have them provide quarterly updates to the
Commission;

e Add an Ordering Paragraph to require the IOUs to work with
interested parties to identify how to improve existing verification
methods to meaningfully reduce the likelihood of inappropriate
removal from CARE/FERA; and

e Add an Ordering Paragraph to require the IOUs to immediately
and automatically re-enroll any customers removed from
CARE/FERA due to their non-response to income verification
requests, and return any lost discounts and back-charges1 to
these customers in the form of a bill credit.

e Add an Ordering Paragraph to prohibit the [OUs from back-
charging customers who are removed from CARE/FERA for the
CARE/FERA discount.

e Add an Ordering Paragraph to require the IOUs to credit
customers who do not respond to verification requests, but who
re-enroll within three billing cycles and demonstrate eligibility,
with the missed CARE/FERA discount.

Cal Advocates makes its recommendations for several reasons. Specifically, new
evidence shows that many customers are removed from CARE/FERA every year by the

IOUs, and most of them are removed due to non-response to income verification

1 Back-charging or back-billing references the practice of retroactively charging customers at the non-
CARE rate when they are removed from CARE.



requests. Second, as a result of being removed from CARE, these households faced
significant financial impacts including lost program benefits and high arrearage and
disconnection rates. These findings are supported by evidence indicating that a high
percentage of non-responding customers are actually qualified for CARE/FERA, but they
were erroneously removed from the program as a result of the flawed income verification
processes. Last, the post-enrollment verification algorithms for assessing CARE
eligibility are inherently flawed due to a lack of key customer information and sampling
data bias. To remedy these issues, Cal Advocates proposes modifications to D.21-06-015
in Section V of the Petition. Failure to implement these proposed modifications will

continue the significant and irreparable financial harm to CARE and FERA customers.

II. BACKGROUND
A. Overview of the CARE and FERA Programs, and D.21-06-015

The CARE program is a low-income energy rate assistance program instituted in
1989, which provides a discount on energy rates to low-income households with incomes
at or below 200 percent of the Federal Poverty Limit.2 Currently, the IOUs’ CARE
participants receive a 20 percent discount on natural gas charges and a 30 to 35 percent
discount on their electric rate.2 To enroll in CARE, the IOUs’ customers must self-certify
that their income meets the program eligibility requirement or that they are enrolled in a
categorical qualifying income-based program (categorical eligibility).# The CARE
program is funded by non-participating ratepayers as part of a statutory public purpose
program (PPP) surcharge that appears on their monthly utility bills.2

Authorized by California Public Utilities Code Section 739.12.8 the FERA
program is a separate low-income energy rate assistance program. FERA was established

in 2004 to provide a discount on energy rates to low- and middle-income households with

2 Pub. Util. Code, § 2790.

3 Pub. Util. Code, § 739.1, subd. (c).
4D.21-06-015, p. 21.

3 Pub. Util. Code, § 382.

$ Pub. Util. Code, § 739.12, subds. (a)-(c).



incomes that are between 200 and 250 percent of the Federal Poverty Limit. FERA was
designed to assist larger households that are ineligible for CARE because their income
level is slightly above the CARE eligibility limit.Z FERA is funded by both participating
and non-participating ratepayers through either customer distribution rates or statutory
PPP surcharge that appears on their monthly utility bills.

In accordance with D.19-06-022, on November 4, 2019, the IOUs submitted
applications for the approval of the CARE, ESA, and FERA programs and budgets for
PYs 2021-2026. The IOU applications were consolidated into one proceeding by the
assigned Administrative Law Judge. The applications comprised proposals for new
program budgets, delivery models, targets and goals, offerings, marketing, outreach, and
enrollment practices, and program and policy changes. Based on the proceeding record,
on June 7, 2021, the Commission issued D.21-06-015 which authorized the CARE, ESA,
and FERA programs and budgets for the IOUs. Specifically, D.21-06-015 directs the
IOUs to maintain the enrollment goal of 90 percent for the 2021-2026 PY's for CARE,
and a 50 percent penetration by 2023 with the aim of reaching 70 percent penetration by
2026 for FERA 2 D.21-06-015 further eases recertification and verification rules for
certain groups of CARE and FERA customers in order to decrease barriers to
participation.2 D.21-06-015 also ordered a “Categorical Eligibility Study” to explore
whether any categorical programs are candidates for potential data-sharing between the

IOUs and state or federal agencies.1

B. The Income Verification Methods Conducted by the IOUs
Currently, the IOUs have three methods by which participating CARE customers

verify their income X2 The first method is recertification, under which customers verify

ZFERA was established by D.04-02-057 as the Large Household Program.
$D.21-06-015, Ordering Paragraphs 4, 24.

2D.21-06-015, Ordering Paragraphs 5-11, 27-29.

1D 21-06-015, Ordering Paragraph 170.

L FERA participants face similar eligibility verification requirements, but only includes recertification
and limited PEV. For example, SDG&E’s Low Income Annual Report (Annual CARE/ESA Report) for



their CARE eligibility every two years; customers on a fixed income recertify every four
years.22 For households that are also identified by the IOUs’ CARE probability models
as having a “high likelihood” of being CARE-eligible, the recertification requirement has
been extended from two years to four22 Recertification only requires a phone call from
the customer. With the second income verification method, the IOUs use an income-
verification process known as post enrollment verification (PEV). PEV attempts to
balance the policy goal of maximum participation with the need to verify participant
eligibility 14 Under the PEV process, customers who appear unlikely to qualify for
CARE, as determined by the IOUs’ algorithms or probability models, are required to
submit an IRS tax return or other documentation to verify their income. The customer
may also demonstrate categorical eligibility by demonstrating their participation in
programs like CalFresh. The third income verification method is high usage post-
enrollment verification (HU PEV). Under HU PEV, customers who use more than 400
percent of the monthly baseline!® for three months in a year are required to submit proof
of income (at or below 200% of Federal Poverty Limit) and enroll in the ESA program 1¢
Notably, HU PEV is only used for electric usage, not gas.

On April 17, 2020, the Commission issued Resolution M-4842 2 which extended
several emergency customer protections including:1) Freezing all standard and high

usage reviews for the CARE program eligibility until June 30, 2021; 2) suspending

PY 2019 indicates only 423 PEV requests for FERA. PG&E’s Annual CARE/ESA Report for PY 2019
indicates no PEV in that year. The FERA PEV is not driven by an algorithm. The HU PEV process was
only recently implemented in D.21-06-015. (D.21-06-015, Ordering Paragraph 28.)

21 21-06-015, p. 21.

LD 21-06-015, p. 21.

1D.21-06-015, pp. 6-7; Pub. Util. Code, § 739.2, subd. (a)(1)-(3).

15 “Monthly Baseline” is defined is a specific amount of typical energy usage for a household.

161D 21-06-015, p. 22; Pub. Util. Code, § 739.1, subd. (i)(1)-(2). Baseline a customers’ energy allowance
for basic needs and is billed at the lowest rate.

L Resolutions M-4842, Emergency Authorization and Order Directing Utilities to Implement Emergency
Customer Protections to Support California Customers During the Covid-19 Pandemic, April 16, 2020,

p- L.



removal of customers from the CARE and FERA programs to avoid unintentional loss of
the discounted rate during the period; and 3) discontinuing the IOUs’ recertification and
verification processes that require customers to provide their current income
information 18

D.21-06-015 requires the IOUs to automatically recertify customers who are
identified through their probability models as having a high-probability of being CARE-
eligible. In addition, the Decision requires that the IOUs adopt a four-year recertification
cycle for customers with a high probability of being CARE-eligible X2 The Decision
further directs that each IOU implement, by December 31, 2022, an auto-recertification
process for FERA customers that mirrors the CARE auto-recertification process, and
implement a high usage post enrollment verification policy for FERA, aligning the FERA
income verification requirement for HU PEV with CARE.2® The Decision also requires
each IOU to carry out an outreach pilot program for customers who attempted but failed
to complete their PEV paperwork,2 and exempts certain fixed income households from
recertification for six years.2

However, the Decision does not consider that the IOUs’ income verification
process presents unreasonable barriers to CARE and FERA customers and causes
significant financial impacts on customers who are removed from the programs. While
the Decision allows the IOUs to improve their PEV algorithms, it removes Commission
oversight over those improvements by not continuing to require the IOUs to submit their
algorithm changes for review, nor does it require the IOUs to address major flaws

relating to sampling bias identified in this petition. Notably, as discussed in detail below,

18 Resolution M-4849, Authorization and Order Directing Utilities to Extend Emergency Customer
Protections to Support California Customers Through June 30, 2021, and to File Transition Plans for the
Expiration of the Emergency Customer Protections, Feb. 11, 2021, p. 6.

L D.21-06-015, pp. 35-37. “High probability of being CARE eligible” is defined as households that have
at least an 80 percent probability (or top two deciles) of being CARE-eligible as identified by each IOU’s
probability model.

2 D.21-06-015, Ordering Paragraphs 27-29.
4 D.21-06-015, Ordering Paragraph 13.
2 D.21-06-015, Ordering Paragraph 7.



several of the major new disconnection protections implemented by the Commission are
targeted only at CARE- and FERA-enrolled customers, they do not protect CARE- and
FERA-eligible customers who are removed due to non-response to income verification
efforts.

Since the pause in income verification due the pandemic,2 CARE enrollment has
risen. Currently, it is higher than the previously estimated eligible population.2¢ Notably,
the time delay in the eligibility studies may mean that these figures simply signify that
the pool of eligible customers has also increased during the pandemic. Regardless, an
increase in enrollment does not negate the fact that disenrollment from the program due
to non-response to verification requests can have severe impacts for customers, as further
described below.

After the issuance of D.21-05-006, Cal Advocates became aware that as a result of
the IOUs' income verification requests, a high percentage of non-responders were
dropped out of CARE and FERA. Between October 2021 and March 2022, Cal
Advocates served data requests to each IOU. These data requests focus on issues
including arrearages and disconnections for customers who do not respond to income
verification, as well as information on the IOUs’ income verification algorithms. This
information was not available to Cal Advocates before the issuance of D.21-05-006.
Based on the new facts collected through these data requests and analysis conducted
based on the new data, Cal Advocates requests that D.21-05-006 be modified to address

the new facts and changed circumstances.

III. STANDARD FOR MODIFICATION OF FINAL COMMISSION
DECISION

The Commission has the statutory authority to modify its prior orders or decisions

upon notice to the parties to the prior proceeding and after giving them an opportunity to

23 Resolution M-4842.

4 February 2022 Monthly Low Income Program Reports. Table 4 reports CARE enrollment at 109%
(PG&E), 113% (SoCalGas), and 113% (SD&E) of the total eligible population.



be heard.2 Pursuant to Rule 16.4(b), a party may request modifications to a decision
upon showing justification for the requested relief and proposing specific wording to
carry out the requested modifications. Rule 16.4(b) further requires that any factual
allegations be supported with specific citations to the record in the proceeding or to
matters that may be officially noticed, and allegations of new or changed facts must be
supported by an appropriate declaration or affidavit.26 When the corrected factual data
would necessarily change the result reached in a Commission decision, a modification of
that decision would be necessary. Rule 16.4 offers a clear path to do that.2Z

In Appendix A, Cal Advocates proposes specific changes to Finding of Facts and
Ordering Paragraphs of D.21-05-016. Cal Advocates supports its allegations of new and
changed facts and changed circumstances with citations to the record, the IOUs’
responses to Cal Advocates’ data requests, the Commission’s recent decisions, the IOUSs’

advice letters dated after D.21-06-015, and the Declaration of Adam Buchholz in
Appendix B.

IV. DISCUSSION

A. New Facts Show that a Significant Number of Eligible
Customers Are Removed from CARE/FERA Every Year Due to
the IOUs’ Income Verification Process.

Historically, the IOUs’ annual CARE income verification processes remove
480,000-600,000 households from the CARE program each year.2 Around 90% of these
households were removed because they failed to respond to the IOUs’ income

verification requests.2 The IOUs’ responses to Cal Advocates’ data requests indicate

2 Pyb. Util. Code, § 1708.

%6 Rule 16.4(b); D.14-12-027, Order Denying the Application for Rehearing of D.14-09-019, p. 3.
£ D.14-05-034, Order Denying Rehearing of D.13-12-053, p. 6.

# See the IOUs’ data tables in their Annual CARE/ESA Reports for PYs 2018 and 2019.

L These customers are referred to as “non-responders” throughout this Petition. See the IOUs’ Annual
CARE/ESA Reports for PYs 2018 and 2019. In 2018, utilities removed 575,000 customers from CARE,
89.7% of whom did not respond to verification requests. In 2019, 91.1% of the 480,000 removed
customers did not respond to verification requests.



that overall, 47% of customers selected for verification in 2017 and 20182 did not
respond to the IOUs’ verification requests.2l The non-response rate varies between the
three types of income verification: recertification has a non-response rate of
approximately 32%; PEV has a non-response rate of 58%; and HU-PEV has an 88% non-
response rate.22 Together, these processes removed more than one million non-
responding households from CARE in 2017 and 20182 These response and removal
rates reflect the difficulty of staying on CARE associated with the three types of
verification. Specifically, recertification, with its minimal time burden, has the lowest
non-response rate, while HU-PEV’s requirement to enroll in ESA and provide
documentation proving eligibility has the highest non-response rate. However, because
recertification applies to many more households than PEV or HU-PEV, it led to far more
(nearly 650,000 thousand) removals from CARE in 2017 and 2018 than PEV or HU-
PEV 3

Attrition is also a major problem for FERA. While FERA program attrition has
not been generally reported, PG&E’s 2019 annual report indicates that its FERA
recertification rate was only 19 percent in 201922 In its December 2021 Advice Letter,
PG&E noted that the pandemic-related halt to recertification and PEV was a “key driver”
of a recent 17% year over year increase in enrollment penetration. According to PG&E,
“...despite increases in marketing and concentrated effort towards continuous

improvement, had recertification and post-enrollment verification been active in 2021,

2 Because Cal Advocates’ research was focused on the impacts of removal from CARE for 12 months
following removal, the data requests referenced in this Petition focused on customers removed from
CARE in 2017 and 2018. Many customers who were removed from CARE in 2019 received pandemic-
related protections preventing their disconnection and, therefore, are not representative of the norm.

3L See Appendix B, Attachments 2-9, the IOUs’ responses to Cal Advocates’ Data Requests.
32 See Appendix B, Attachment 1, Figure AC-4.

3 See Appendix B, Attachment 1, Figure AC-5.

34 See Appendix B, Attachment 1, Figure AC-5.

3 PG&E 2019 FERA Annual Report for PY 2019, dated Apr. 21, 2021, p. 17 fn. 16.



the final penetration rate would have been lower based on historical attrition rates.”

(Emphasis added.)2¢

B. New Evidence Suggests That Most Non-Responders Are
Actually Qualified for CARE and Removal Leads to Significant
Financial Impacts.

Cal Advocates recently discovered new evidence that non-responders face
significant negative financial impacts within one year of removal from CARE 2 The fact
that these impacts occur at a far higher rate than for non-CARE customers suggests that
these non-responders were erroneously removed. Furthermore, the fact that 29% of non-
responders removed from CARE in 2017 and 2018 returned to CARE within 12
months 32 indicates that at least one third of those removed from CARE through the
reverification processes were misidentified and should not have been removed. Notably,
these new data align with the 2019 Low Income Needs Assessment (LINA) study’s
finding that at least 54% of customers removed from CARE still qualify 2

1. Removing Non-Responders From CARE Has Led to
Severe and Increasing Financial Impacts on Removed
Customers.

Cal Advocates discovery through data requests on the financial impacts on CARE
customers show that non-responding CARE customers have far higher arrearage and
disconnection rates than non-CARE customers. Arrearages and disconnections are three
and five times more likely, respectively, among non-responders than among non-CARE
customers. Figures B-1 and B-2 show the significantly higher rate of these impacts

among non-responders compared to enrolled CARE customers and non-CARE

36 Appendix B, Attachment 10, PG&E Advice Letter 6434-E, p. 4.

¥ See discussion, below. While the data presented in this Petition are generally focused on CARE,
FERA'’s low recertification response and penetration rates mean that the FERA program would benefit
from the same solutions proposed in Section V of this Petition.

38 The IOUs’ response to Cal Advocates” Data Request, DR-CARE-PGE-01, DR-CARE-SCE-01, DR-
CARE-SDGE-01, DR-CARE-SCG-01 (Appendix B, Attachments 2-5).

#2019 LINA Final Report, Volume 1 of 3: Summary of Key Findings, p. 4. Note that the 2019 LINA
evaluated customers removed between 2015 and 2018, but only assessed 2017 incomes. Thus, it is not an
exact match for eligibility at time of verification, but it is the best available estimate.

10



customers. These CARE non-responders represent approximately 10% of all
disconnections.®® The fact that removed customers have far higher arrearage and
disconnection rates than non-CARE customers suggests that they are a highly vulnerable
population.

Figure B-1

Arrearage Rates For Non-Responders Are Far
Higher Than Other Customers

70%
60%
50%
40%
30%
20%

10%

17.9%

Non-Responders CARE (Enrolled) Non-CARE

0%

Figure B-1. The percentage of “non-responders” (customers who are removed
from CARE for non-response) who fall into arrears within 12 months of being
removed from CARE is far higher than CARE-enrolled and non-CARE customers,
indicating that the verification process is removing qualified customers at a high
rate. CARE and non-CARE arrearage rates are the average for 2018 and 2019 for
all four IOUs. See Appendix B, Attachment 1 for rates broken out by IOU, and for
disconnection rates by type of verification.

% The IOUSs’ responses to Cal Advocates’ data requests indicate that 95,364 non-responders were
disconnected within 12 months of removal from CARE in 2017 and 2018. Assuming disconnections
were evenly spread over the two years following these removals from CARE, that means 47,682
customers were removed per year. Data requests also indicate that there was an average of 430,424
disconnections per year, 2017-2019, excluding non-responders. With non-responders, the total number of
disconnections was 478,106 per year. 47,682 is 9.97% of this total.

11



Figure B-2

Non-Responders are Five Times More Likely to Be
Disconnected Than non-CARE Customers
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0%

Figure B-2. The percentage of non-responders who are disconnected within
12 months of being removed from CARE is far higher than CARE-enrolled
and non-CARE customers, indicating that the verification process is
removing qualified customers at a high rate. CARE and non-CARE arrearage
rates are the average for 2017-2019 for all four IOUs. See Appendix B,
Attachment 1 for rates broken out by IOU, and for disconnection rates by
type of verification.

SoCalGas has a particularly problematic practice. SoCalGas penalizes non-

responders by billing them for the value of the discount for the previous three months 4L

Non-responders that successfully re-enroll (which indicates that they were eligible when

removed), are not credited back for the lost CARE discount 22

The IOUs restarted income verification and recertification activities following the

pause due to the COVID-19 Pandemic. The IOUs project that they will send 1.8 to 2.1

4 See SoCalGas’s response to Cal Advocates’ Data Request, DR-CARE-SCG-01 (Appendix B,
Attachment 4). This amounted to an average of $26.80 per household in 2019.

£ See the IOUs’ responses to DR-CARE-01 and DR-CARE-SDGE-03 and DR-CARE-SCE-03.
(Appendix B, Attachments 2-5, 12, 14.)

12



million verification requests to households this year.4#2 44 If the patterns from 2017 and
2018 persist, this will lead to almost 600,000 removals from CARE and 140,000
arrearages. This will lead to tens-of-thousands of disconnections.#3 The evidence
suggests that most of these households will be CARE-eligible and vulnerable to
disconnections in spite of recent efforts to reduce disconnection rates. Specifically, only
enrolled CARE and FERA customers are eligible for Arrearage Management Plan or
Percentage of Income Payment Plan protections.#Z Non-responders will no longer be
eligible for these protections. While 12-month payment plans allowed in D.20-06-003
may help some non-responders avoid disconnection, if they are CARE or FERA-eligible
they may be unable to afford their significantly increased monthly bills on top of paying
their arrearage, and will be disproportionately represented among disconnected
customers. D.20-06-003 also requires the IOUs to increase their efforts to enroll eligible
households at risk of disconnection into programs like CARE and FERA # However, the
2019 LINA study indicates that removed, but eligible, households have a much harder
time than other households in at least the following respects: 1) understanding what
information is needed to stay on CARE, 2) gathering the required information,

3) completing the application even after gathering the required information, and

4 Appendix B, Attachments 2-5. A range of estimates is reported because conversations with SCE
indicate that they may have over-stated the number of recertification requests by including “duplicate”
recertifications in their estimate: customers who recertify without being required to do so.

4 The IOUs sent approximately 1.6 million verification requests to households in 2018.

4 While D.20-06-003 and D.21-10-012 recently implemented new efforts to reduce disconnections,
several significant protections apply only to CARE and FERA customers. Non-responders are no longer
on CARE and will not receive these protections. If IOUs prioritize disconnections in order of the amount
due, non-responders will be over-represented because the PEV algorithm targets households with high
bills in disconnections.

46 Resolution E-5114, Approval of Arrearage Management Plans for Large Investor-Owned Electric and
Gas Utilities, December 17, 2020, p. 4.

4D.21-10-012, Decision Authorizing Percentage of Income Payment Plan Pilot Programs, Attachment A
p. 2: “PIPP pilot participants must comply with CARE income verification and reverification rules.”

4 D.20-06-003, Ordering Paragraph 10.
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4) submitting the application to the IOU.2 Thus, simply making them aware that they
may be eligible for CARE/FERA is not likely enough to get them enrolled.

The IOUs’ responses to Cal Advocates’ March 2022 data requests indicate that
changes made in D.21-06-015 have not significantly changed the non-response or
arrearage rates. Since July of 2021, the IOUs CARE verification requests have an overall
non-response rate of 36.4 percent and 37.4 percent of these non-responders have entered
arrears. This is consistent with, and possibly higher than, arrearage rates of non-
responding customers removed from CARE in 2017 and 201832 These preliminary

estimates® strongly suggest that D.21-06-015 did not alleviate the problem.

2. New Evidence Suggests That At Least One-Third of
Removed Customers Qualify for CARE.

Cal Advocates confirmed through the IOUs’ responses to data requests that 29%
of the non-responders in 2017 and 2018 returned to CARE within one year of their
removal, with a majority of these customers enrolling within 6 months.2 This provides a
conservative estimate of the rate of removing eligible customers: while at least this many
non-responders were qualified when they were removed and re-enrolled quickly, many

non-responders never re-enroll 22

%2019 LINA Final Report, p. 25, Figure 2.

3 The arrearage rates reported in Figure B-1 indicate that 61.1% of customers who do not respond to
verification requests in 2017 and 2018 entered arrears within 12 months. Because verification only
restarted in July of 2021, we do not have 12 months of data on all customers removed from CARE.
However, DR-CARE-01 also requested arrearage rates for customers within 6 months of their removal.
For customers removed in 2017 and 2018, only 19.1% entered arrears within 6 months of removal. Less
than 6 months have elapsed since removal from CARE for most customers reported in DR-CARE-03 (for
example, PG&E only included data until January 2022 in their response), which indicates that arrearages
may be occurring at a significantly higher rate for customers removed in 2021 than in 2017 and 2018
(37.4% in 2021 compared to 19.1% for 2017 and 2018). See DR-CARE-03 Question 4. Note that these
estimates exclude SCE - at the time of filing, SCE had not reported these values to Cal Advocates.

3l Because verification only restarted in July of 2021, there is no data on the longer-term impacts of
removal on customers. In addition, some customers who received verification requests at the end of 2021
were still within their response windows at the time of the data request, which further biases the
nonresponse rate downwards.

2 See The IOUs’ responses to Cal Advocates’ data requests, Appendix B, Attachments 2-5.

33 See 2019 LINA Final Report, p. 25, Figure 2 for possible reasons customers do not re-enroll. Removed
customers have a harder time understanding and submitting the required documentation.
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3. Cal Advocates’ Conclusion That Most Non-Responders
Are Indeed CARE-eligible Is Supported by the Record in
this Proceeding and Other Studies.

The record in this proceeding and other studies support Cal Advocates’ finding
that most customers who are removed from CARE are eligible for the program. For
example, the 2019 LINA study shows that 54% of customers who were removed from
CARE were income-eligible at the time of the study.2* Specifically, the LINA study
shows that 70% of those removed at PEV, 55% removed at HU-PEV, and 44% removed
at recertification are reportedly eligible for CARE and removed for reasons other than
ineligibility.3 Striking though they are, these results are likely to underestimate the
problems.2¢ The 47% of customers who do not respond to verification® after multiple
reminders and contact attempts, are likely to have significant overlap with customers who
did not respond to the LINA survey. The 54% of removed customers found to be CARE-
eligible in the LINA study could be a significant underestimate.® The 2019 LINA study
also identified many reasons, aside from ineligibility, that customers might not respond to
verification requests. The two most common reasons were that responding to the
requests was inconvenient,2 or they did not know how to complete the process.
Moreover, one-fifth of customers did not even know they had been removed.$®

Results from other recent studies also support the conclusion that verification

removes more qualified households than un-qualified. A 2021 study from the California

342019 LINA Final Report, p. 3 and fn. 31.

32019 LINA Final Report, p. 4.

362019 LINA Final Report, p. 16.

31 See Appendix B, Attachments 2-5, the IOUs’ responses to Cal Advocates’ Data Requests.

38 Lower income is, in some cases, correlated with higher nonresponse rates. See, for example, “Factors
associated with health survey response among young employees: a register-based study using online,
mailed and telephone interview data collection methods” by Lalluka et al.,
https://bmcpublichealth.biomedcentral.com/articles/10.1186/s12889-020-8241-8. Or “Income Disparities
and Non-Response Bias in Surveys of Patient Experience” by Roberts et al.,
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC7351907/.

£ 2019 LINA Final Report, p. 3.
%2019 LINA Final Report, pp. 3-4.

15



Policy Lab, for example, shows that CalFresh’s eligibility verification process, which is
similar to, but more vigorous than, CARE’s PEV process, removes up to three qualified

Californians for each unqualified household it removes &

C. The IOUs’ Algorithms for Assessing CARE Eligibility Are
Flawed, and Their Use Should Be Limited.

Due to fundamental flaws in their design, simply requiring changes to the IOUs’
verification algorithms would not resolve the attrition and financial impact issues in the
near-term. In many cases, the fundamental flaws stem from the fact that the IOUs do not
possess some of the most relevant details about the economic and situational vulnerability
of their customers,® so the IOUs’ algorithms do not take these factors into consideration.
Indeed, the tools used by the IOUs that are intended to improve accuracy by emphasizing
factors associated with non-responses can have unintended and perverse outcomes (such
as decreased likelihood of targeting wealthier customers for verification). Based on the
IOUs’ responses to Cal Advocates’ recent data requests, Cal Advocates has identified at
least the following potential flaws in their PEV algorithms:

e PEV algorithms are built on a biased dataset that is unlikely to

include high-income customers who know they are not eligible
for CARE, so they are unlikely to submit income documentation.

As a result, these high-income customers will not be included in
the training data for PEV algorithms £

8 Matthew Unrath. “Targeting, Screening, and Retention: Evidence from California’s Food Stamps
Program,” April 24, 2021, at https://mattunrath.github.io/files/research/Unrath SNAP.pdf. See Figure 8
on p. 35, which reports ranges of eligible participants who leave the program under different sensitivities.
The author could only observe quarterly earnings, but eligibility is calculated based on monthly earnings.
Assigning all income to the single month of verification indicated that 55% of dropped participants still
qualified. Under the more realistic assumption that quarterly income is spread evenly across the quarter,
estimates range from 68-89%.

2 Tn Statistics, this flaw is called omitted variable bias. The IOUs do not have, and should not collect,
certain personal details about customers and therefore their algorithms will always be fundamentally
lacking key information.

8 See, for example, PG&E’s response to Question 10 and 24 of DR-CARE-PGE-01. The algorithm is
calibrated on customers who submitted income documentation for PEV but were found to be ineligible.

Wealthy customers, who know they do not qualify, are unlikely to submit documentation when selected
for PEV.
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e SoCalGas’s PEV algorithm® preferentially targets characteristics
associated with vulnerable customers.

e The PEV algorithms’ identification of high energy use as a key
variable directs PEV efforts towards customers regardless of
their financial situation, undercutting recent improvements to the
HU-PEV process. This unfairly targets low-income customers,
such as those with older homes that are less energy efficient,
leading to significant negative impacts.

In sum, new evidence Cal Advocates discovered through data requests suggests
that the current algorithms create a situation where the IOUs do not know who they are
targeting, and the available evidence points to biases and harms to qualifying customers
simply due to being selected for verification. As a consequence, six out of every ten
customers selected for PEV are removed from CARE, and the majority of them fall
behind on their bills within one year.$2 Consistent with the new evidence, the 2019 LINA
study indicates that PEV, the most carefully targeted type of verification, also has the
highest rate of removing qualified customers: 70% of customers removed through PEV
were found to be eligible %

The current “targeted” approach is counterproductive. Sampling bias and current
methods of measuring “improvement” are biasing these algorithms towards the wrong
households as demonstrated by the evidence presented above. Given the potential flaws
and dramatic negative impacts from current algorithms, the Commission should minimize

their use until a reasonable and unbiased long-term solution becomes available.

V. PROPOSED MODIFICATIONS TO D.21-06-015

In light of the new evidence identified above, Cal Advocates’ requests that the

Commission modify the Findings of Facts of D.21-06-015 to acknowledge that: (1) the

# Appendix B, Attachment 4. SoCalGas appears to include non-responders in its algorithm’s training
data, which may be why the utility specifically targets WIC participants and customers who have been
late on their bills.

% The IOUS’ responses to Cal Advocates’ data requests (Appendix B, Attachments 2-5).
%2019 LINA Final Report, p. 4.
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IOUs’ income verification processes impose unreasonable barriers for eligible customers
to participate in CARE and FERA; (2) eligible households suffer severe negative
financial impacts when erroneously removed from CARE and FERA; and (3) the current
post-enrollment verification algorithms include high usage as a variable, which undercuts
improvements to the high usage verification process.

Cal Advocates further requests that the Commission modify the Ordering
Paragraphs, including:

o Authorize the IOUs to update their propensity and probability
models to account for bias in the underlying training data via Tier
2 Advice Letters.

e Require the IOUs to conduct an outbound call pilot for
households selected for recertification.

e Suspend all CARE and FERA income verification for at least 6
months, which can be extended, until a more efficient and less
burdensome income verification process is developed;

e Direct the IOUs to collaborate with interested parties to develop
a more efficient and less burdensome income verification process
to replace the current process, and have them provide quarterly
updates to the Commission;

e Direct the IOUs to work with interested parties to identify how to
improve existing verification methods to meaningfully reduce the
likelihood of inappropriate removal from CARE/FERA;

e Require the IOUs to immediately and automatically re-enroll all
customers removed from CARE/FERA due to their non-response
to income verification requests since July 2021, and return any
lost discounts and back-charges to these customers;

e Prohibit the IOUs from back-charging customers who are
removed from CARE or FERA; and

e Require the IOUs to credit customers who do not respond to
verification requests, but who re-enroll within three billing cycles
and demonstrate eligibility, with the missed CARE or FERA
discount.

While the CARE and FERA income verification process is halted, the

Commission should direct exploration of various potential long-term solutions in

18



collaboration with the IOUs, the Commission and other state agencies. Potential long-
term solutions should include:

e C(reating a data-sharing pipeline within state agencies to
automatically verify and enroll customers in CARE, FERA, and
other low-income programs;

¢ Initiating a rulemaking proceeding to fully investigate the
reasonableness of the IOUs’ PEV algorithms and income
verification process; and

e Directing the Energy Division staff to discuss appropriate
vehicles to improve the income verification processes through
public meetings and workshops.

VI. CONCLUSION

For the foregoing reasons, Cal Advocates respectfully requests that that the
Commission modify D.21-06-015 to adopt Cal Advocates’ proposed modifications to the
Findings of Fact and Ordering Paragraphs. These modifications are critical to ensure that
CARE and FERA eligible customers are not inappropriately removed from the programs
and to prevent severe and irreparable harm.

Respectfully submitted,
/s’ CRYSTAL YU

Crystal Yu
Attorney

Public Advocates Office
California Public Utilities Commission
505 Van Ness Avenue
San Francisco, CA 94102
Telephone: (415) 703-1592
April 15, 2022 Email: Crystal. Yu@cpuc.ca.gov
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APPENDIX A

(Proposed Changes to the Proposed Decision’s Findings of Fact,
Conclusions of Law and Ordering Paragraph)




(Proposed Changes to the Proposed Decision’s Findings of Fact,
Conclusions of Law and Ordering Paragraph

(Additions to the PD are indicated in underline, deletions are indicated in strikeout text.

Finding of Facts:

10.

21.

62.

Applying certain CARE program rules (including self-certification, categorical
eligibility, post enrollment verification, and the income documentation processes

and requirements) deereases-barriers-to-partictpation-andiorprotects-the-tegrity

of the-pregram-can increase barriers to participation without protecting the
integrity of the program.

Applying certain FERA program rules to be consistent with the CARE program
(including self-certification, categorical eligibility, post enrollment verification,
and the income documentation processes and requirements) may increases Utility
efficiencies, deereases but increases barriers to participation andterproteets
without protecting the integrity of the program.

The CARE and FERA eligibility verification processes (including post enrollment

63.

verification, recertification, and high usage income documentation) present
unreasonable barriers to participants in the programs.

Including high usage as a variable in post enrollment verification algorithms

64.

undercuts improvements to the high usage verification process.

Erroneous removal from CARE causes rapid and extreme negative financial

65.

impacts to dis-enrolled customers.

Key disconnection protections extended in Resolution E-5114 and D.21-10-012 do

not apply to dis-enrolled customers unless they re-enroll in the CARE and FERA
programs.

Ordering Paragraphs:

8.

Pacific Gas and Electric Company, Southern California Edison Company, and
Southern California Gas Company are authorized to update their California
Alternate Rates for Energy propensity and probability models to account for bias
n the underlylng tralmng data %th—aﬂ—ﬂ&e—U&h&es—gfaﬁted—ﬂeﬂb&ty—mnakr&g

%ependﬁufes—beyeﬁd—what—rs—akeady—appfeved— Anv updates made must be




13.

approved via Tier 2 Advice Letter, with short narrative justifications for variable
weights, and be reported in the monthly and annual compliance reports.

Pacific Gas and Electric Company, Southern California Edison Company,
Southern California Gas Company and San Diego Gas & Electric Company must
simultaneously conduct a coordinated six month to one year outbound call pilot

is-bet - for households selected for
recertification, with a Tier 2 advice letter filing due at the end of the pilot term,
and within three months of the pilot’s conclusion.

fornia Altarnatg
8 S 8 8

Pacific Gas and Electric Company, Southern California Edison Company,

Southern California Gas Company and the San Diego Gas & Electric Company
shall immediately suspend all income verification programs for 6 months. which
can be extended depending on the development of a more efficient and less
burdensome income verification process.

The 10Us shall collaborate with interested parties to develop a more efficient and

less burdensome income verification process to replace the current process and
have them provide quarterly updates to the Commission,

The 10Us shall work with interested parties to identify how to improve existing

verification methods to meaningfully reduce the likelihood of inappropriate
removal from CARE/FERA:

Pacific Gas and Electric Company, Southern California Edison Company,

Southern California Gas Company and the San Diego Gas & Electric Company
shall immediately and automatically re-enroll any customers removed from CARE
or FERA due to non-response to income verification requests since the
reinstatement of verification processes in July 2021, and return any back-charges
and missed discount in the form of a bill credit.

Pacific Gas and Electric Company, Southern California Edison Company,

Southern California Gas Company and the San Diego Gas & Electric Company
are prohibited from back-charging customers who are removed from CARE or
FERA.

Pacific Gas and Electric Company. Southern California Edison Company.

Southern California Gas Company and the San Diego Gas & Electric Company
shall credit customers who do not respond to verification requests, but who re-




enroll within three billing cycles and demonstrate eligibility, with the missed
CARE or FERA discount.
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APPENDIX B

DECLARATION OF ADAM BUCHHOLZ



DECLARATION OF ADAM BUCHHOLZ

I, Adam Buchholz, declare the following:

1. [ am a Senior Analyst at the Public Advocates Office at the California
Public Utilities Commission. I am responsible for, among other things, policy on Net
Energy Metering, low-income solar programs such as the Disadvantaged Communities
Green Tariff, and the Self-Generation Incentive Program. I have personal knowledge
of the facts set forth herein, to which I could testify competently if called upon to do so.

2. After D.21-05-006 was 1ssued on June 7, 2021, Cal Advocates became
aware that as a result of the IOUs' income verification requests, a high percentage of
non-responders were dropped out of CARE and FERA. Therefore, under my direction
and supervision, Cal Advocates served the first set of CARE and FERA data requests to
each IOU on October 15, 2021, the second set of CARE and FERA data requests on
December 17, 2021, and the third set of CARE and FERA data requests on March 1,
2022.

3. Attachment 1 contains figures and charts prepared by me or under my
direction and supervision that are relied upon and cited to in Cal Advocates’ Petition for
Modification of D.21-06-015. The figures and charts are based on the IOUs’ responses
to Cal Advocates’ Data Requests in Attachments 2-9, 11-14.

4, Attachment 2 is a true and correct copy of an excerpt of PG&E’s response
to Cal Advocates’ Data Request, DR-CARE-PGE-01.

5. Attachment 3 is a true and correct copy of an excerpt of SCE’s response to
Cal Advocates’ Data Request, DR-CARE-SCE-01.

6. Attachment 4 is a true and correct copy of an excerpt of SoCalGas’s
response to Cal Advocates’ Data Request, DR-CARE-SCG-01.

7. Attachment 5 is a true and correct copy of an excerpt of SDG&E’s response
to Cal Advocates’ Data Request, DR-CARE-SDGE-01.

8. Attachment 6 is a true and correct copy of an excerpt of PG&E’s response

to Cal Advocates’ Data Request, DR-CARE-PGE-02.
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9. Attachment 7 is a true and correct copy of an excerpt of SCE’s response to
Cal Advocates’ Data Request, DR-CARE-SCE-02.

10.  Attachment 8 is a true and correct copy of an excerpt of SoCalGas’s
response to Cal Advocates’ Data Request, DR-CARE-SCG-02.

11.  Attachment 9 is a true and correct copy of an excerpt of SDG&E’s response
to Cal Advocates’ Data Request, DR-CARE-SDGE-02.

12.  Attachment 10 is a true and correct copy of an excerpt of PG&E’s Advice
Letter 6434-E, submitted on December 15, 2021.

13.  Attachment 11 is a true and correct copy of an excerpt of PG&E’s response
to Cal Advocates’ Data Request, DR-CARE-PGE-03.

14.  Attachment 12 is a true and correct copy of an excerpt of SCE’s response to
Cal Advocates’ Data Request, DR-CARE-SCE-03.

15.  Attachment 13 is a true and correct copy of an excerpt of SoCalGas’s
response to Cal Advocates’ Data Request, DR-CARE-SCG-03.

16.  Attachment 14 is a true and correct copy of an excerpt of SDG&E’s
response to Cal Advocates’ Data Request, DR-CARE-SDGE-03.

I declare under penalty of perjury under the laws of the State of California that the

foregoing is true and correct to the best of my knowledge.

Executed April 15, 2022 in San Francisco, California.

/s/ Adam Buchholz
Adam Buchholz

B-2



ATTACHMENT 1

Figure AC-1. Non-Responder Data Grouped By IOU

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

Overall Non-Response Rate to Income Verification

SoCalGas SDGE

Figure AC-1. Non-response rates to income verification requests are

consistently high across three of four utilities. Source: DR-CARE-PGE-01
and 02, CARE-SCE-01 and 02, CARE-SCG-01 and 02, and CARE-SDGE-

01 and 02.
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Figure AC-2. Arrearage Rates for Non-Responders

Arrearage Rates for non-Responders are Significantly Higher

— than for Non-CARE customers
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Figure AC-2. Arrearages within 12 months of non-response are significantly higher than
average rates for non-CARE customers. At 77%, PG&E has the highest rate of arrearages
among non-responders. In SCE’s case, arrearage rates may be lower than CARE
customers because the targeting algorithms are able to filter out the absolute lowest-income
CARE customers. In SDG&E’s case, arrearage data were only available from April 2018
onwards, which is likely to significantly understate the number of arrearages. CARE and
non-CARE numbers are the average for 2017-2019, except for SDG&E, which only had
data for 2018 and 2019. Note axis scales. Source: DR-CARE-PGE-01, CARE-SCE-01,
CARE-SCG-01, and CARE-SDGE-01.
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Figure AC-3. Disconnection Rates of Non-Responders
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Figure AC-3. Disconnection rates within 12 months of non-response to income verification
compared to CARE and non-CARE customers. Note that axes have different scales. With
the exception of SoCalGas, disconnection rates within 12 months of non-response are far
higher than CARE or non-CARE customers. Values for CARE and non-CARE customers
are averages for 2017-2019. SoCalGas’s lower rate of disconnection within 12 months of
removal from CARE may be due to the need for a physical gas shut-off, which delays
disconnections for longer than the 12-month period evaluated here. SoCalGas’s arrearage
rates for non-responders are 12.5 to 14 times higher than other customers (see Figure AC-2).
Source: DR-CARE-PGE-02, CARE-SCE-02, CARE-SCG-02, and CARE-SDGE-02.




Figure AC-4 Non-Responder Data Disaggregated by Type of Verification
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Figure AC-4. Non-response rates varied significantly by the type of
income verification in 2017 and 2018. Selection for high-usage
verification almost always leads to removal from CARE.
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Figure AC-5. Households Removed from CARE Due to Non-Response

More than 1 Million Households Were
Removed From CARE Due to Non-Response,
2017-2018
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Figure AC-5. More than 1 million households were removed from CARE
due to non-response to income verification. Assuming each household has
the California average of 2.94 people per household, this represents 2.9
million people removed from CARE. This is roughly equivalent to the
population of San Diego County, or three quarters of the City of Los
Angeles.
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Figure AC-6. Non-Response Rate by Type of Verification and IOU

Non-Response Rate By Type of Verification and Utility
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Figure AC-6. High non-response rates are consistently high across utilities. Source:
DR-CARE-PGE-01 and 02, CARE-SCE-01 and 02, CARE-SCG-01 and 02, and
CARE-SDGE-01 and 02.
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Figure AC-7. Arrearage Rate by Type of Verification and IOU

Arrearage Rate By Type of Verification and Utility
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Figure AC-7. Arrearage rates vary by utility. In every case, non-responders experience
arrearages at a higher rate than non-CARE customers (dashed line). Note that SDG&E
did not have arrearage data prior to April 2018, which means that the above may
significantly understate the number of arrearages. In SDG&E’s case, the overall
average rate of arrearages among non-responders is 32.3%, while the average for non-
CARE customers is 28.0%. This suggests that these customers have lower incomes
than non-CARE customers. Source: DR-CARE-PGE-01, CARE-SCE-01, CARE-
SCG-01, and CARE-SDGE-01.
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Figure AC-8. Disconnection Rate by Type of Verification and IOU

Disconnection Rate By Type of Verification and Utility
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Figure AC-8. Disconnection rates within 12 months of non-response in 2017-2018
vary by type of income verification. Except for SoCalGas, disconnection rates are
significantly higher than the average for non-CARE customers, 2017-2019.
SoCalGas’s lower rate of disconnection within 12 months of removal from CARE
may be due to the need for a physical gas shut-off, which delays disconnections for
longer than the 12-month period evaluated here. SoCalGas’s arrearage rates for these
customers are far higher than non-CARE customers, as shown in Figure AC-5.
Source: DR-CARE-PGE-01 and 02, CARE-SCE-01 and 02, CARE-SCG-01 and 02,
and CARE-SDGE-01 and 02.
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Figure AC-9. Disconnection Rate by Type of Verification and IOU

Disconnection Rate By Type of Verification and Utility
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Figure AC-9. Disconnection rates within 12 months of non-response in 2017-2018
vary by type of income verification. Except for SoCalGas, disconnection rates are
significantly higher than the average for non-CARE customers, 2017-2019.
SoCalGas’s lower rate of disconnection within 12 months of removal from CARE
may be due to the need for a physical gas shut-off, which delays disconnections for
longer than the 12-month period evaluated here. SoCalGas’s arrearage rates for these
customers are far higher than non-CARE customers, as shown in Figure AC-5.
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Figure B-1

Arrearage Rates For Non-Responders Are Far
Higher Than Other Customers
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Figure B-1. The percentage of “non-responders” (customers who are removed
from CARE for non-response) who fall into arrears within 12 months of being
removed from CARE is far higher than CARE-enrolled and non-CARE customers,
indicating that the verification process is removing qualified customers at a high
rate. CARE and non-CARE arrearage rates are the average for 2018 and 2019 for
all four IOUs. See Appendix B, Attachment 1 for rates broken out by IOU, and for
disconnection rates by type of verification.
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ATTACHMENT 2:

Excerpt of PG&E’s response to Cal Advocates’
Data Request, DR-CARE-PGE-01



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q01

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates _028-Q01

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR CARE-
PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 01

How many PG&E customers were removed from CARE due to non-response to
recertification in 2017 and 2018? How many of those customers returned to CARE
within 6 months? How many of those customers returned to CARE within 1 year? How
many customers were removed from CARE due to non-response to recertification in
total in 2017 and 2018%?

o Please report each year separately, and respond with the cumulative total in each
time frame. For example, a customer who was removed from CARE in September
of 2017, and returned 5 months later, should be counted in both the "6 months" and
the "1 year" columns for 2017 (columns C and D), but not in columns E and F.

ANSWER 01

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO1Atch01.”
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Q1-3. How many customers removed from CARE due to non-response returned to the
program within the indicated time frames? Please report each year separately, and respond
with the cumulative total in each time frame. For example, a customer who was removed
from CARE in September of 2017, and returned 5 months later, should be counted in both
the "6 months" and the "1 year" columns for 2017 (columns C and D), but not in columns F
and G.

2017 2018
Total Returned Returned Total Returned Returned
Removed within6 within1l | Removed within6 within1
in year months year in year months year

PG&E Response to Q01:
Non-Response to
Recertification 75,394 19,342 26,557 74,304 20,533 28,171
PG&E Response to Q02:
Non-Response to Post-
Enrollment Income

Verification 33,139 5,165 7,397 21,819 4,400 5,706
PG&E Response to Q03.

Non-Response to High
Usage Verification 26,368 1,698 2,907 23,573 2,267 3,682




PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q02

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q02

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR CARE-
PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 02

Same as Q.1, but for non-response to PEV.

ANSWER 02

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO1Atch01.”
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates 028-Q03

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q03

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 03

Same as Q.1, but for non-response HU-PEV.

ANSWER 03

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO1Atch01”
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q04

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q04

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 04

Of the customers removed from CARE due to non-response to recertification in 2017
and 2018, how many entered arrears within 6 months? Within 1 year?

o Please report each year separately and respond with the cumulative total in each
time frame. For example, a customer who was removed from CARE in September
of 2017, and entered arrears 5 months later, should be counted in both the "6
months" and the "1 year" columns for 2017 (columns B and C), but not in columns D
and E.

ANSWER 04

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO04Atch01.”
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Qs 4-6. Of the customers who were removed from CARE through the following processes, how many entered arrears
within the indicated timeframes? Please report each year separately and respond with the cumulative total in each
time frame. For example, a customer who was removed from CARE in September of 2017, and entered arrears 5
months later, should be counted in both the "6 months" and the "1 year" columns for 2017 (columns B and C), but

not in columns D and E.

2017 2018

6 months 1year 6 months 1 year
4. Non-response to
Recertification 40,211 57,363 40,230 55,672
5. Non-Response to
Post-Enrollment
Income Verification 18,743 24,196 13,698 17,247
6. Non-Response to
High Usage
Verification 15,864 21,296 14,836 19,869|




PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q05

PG&E File Name: LowIlncomeProgramPY21-26_DR_CalAdvocates_028-Q05

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 05

Same Q.4, but for customers removed due to non-response to PEV.

ANSWER 05

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO04Atch01.”
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q06

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q06

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 06

Same as Q.4, but for customers removed due to non-response to HU-PEV.

ANSWER 06

Please see attachment “LowlncomeProgramPY21-26_DR_CalAdvocates_028-
QO04Atch01.”
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q07

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q07

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 07

For comparison, what percentage of non-CARE customers entered arrears in 2017-
20197 Please exclude those who were removed from CARE through recertification,
PEV, or HU-PEV within the 12 months preceding the arrearage.

ANSWER 07

Please see the table below showing the percentage of PG&E non-CARE customers in
arrears in 2017-2019, excluding those who were removed from CARE through
recertification, PEV, or HU-PEV within the 12 months preceding the arrearage.

Year | Percentage of Non-CARE Customers in Arrears
2017 15.4%
2018 18.8%
2019 13.7%
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003

Data Response

PG&E Data Request No.:

CalAdvocates_028-Q08

PG&E File Name:

LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q08

Request Date:

November 15, 2021

Requester DR No.:

Cal Advocates DR
CARE-PGE-01

Date Sent:

December 1, 2021

Requesting Party:

Public Advocates Office

PG&E Witness:

Neil Singh

Requester:

Adam Buchholz

Customers Removed from CARE Due to Failure to Respond

QUESTION 08

What percentage of CARE customers entered arrears in 2017-2019?

ANSWER 08

Please see the table below showing the percentage of PG&E CARE customers in

arrears in 2017-2019.

Year | Percentage of PG&E CARE Customers in Arrears
2017 44.4%
2018 33.9%
2019 29.9%

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q08
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q09

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q09

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Post-Enroliment Income Verification Algorithm

QUESTION 09

What variables does PG&E use to identify improvement in the algorithm used to identify
customers for post-enroliment verification?

ANSWER 09

PG&E uses a consultant to identify improvements in the algorithm used to identify
PG&E CARE customers for post-enrollment verification (PEV).

To measure improvement, PG&E/PG&E’s consultant looks at the customer decile score
assigned by the model to confirm that the customers in the top deciles are more likely to
be ineligible for CARE than a set of randomly selected customers. Because the PEV
model is built using a customer sample that consists of customers who have already
completed the PEV process with a result of either “Denied” or “Approved,” PG&E is able
to evaluate the results from the model to the actual results of the customer set.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q09 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q10

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q10

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Post-Enroliment Income Verification Algorithm

QUESTION 10

What variables does PG&E use to identify customers for post-enrollment income
verification?

ANSWER 10

PG&E’s Post-Enroliment Verification (PEV) is based on random selection, high usage,
and model selection.

For the model selection, over 600 variables representing customer characteristics were

appended to the modeling universel which consisted of approximately 25,000
customers solicited for Post Enroliment Verification (PEV), with a result of either
“Denied” or “Approved.”

« Types of variables included: Athens data (eligibility estimates), CARE Acquisition
propensity model, program participation, payment patterns, usage, demographic
and premise information using third party sources such as, Personicx Clusters
(household segmentation from Acxiom), Geoscape (ethnicity and acculturation
data), and Energy Efficiency Opportunity scores (model developed to compare
PG&E customer energy use compared to peers in similar homes/climate zones)

« Alogistic regression model was leveraged to compute the candidate variables
against the dependent variable: CARE PEV Denied.

The regression modeling process tested multiple combinations of customer attributes to
find the optimal list of predictors. This list included core demographics (e.g. age,
ethnicity, income), geography (Athens data) and PG&E transactions/behaviors around
billing and payments.

The PEV model looks at the attributes below for each residential customer to create a
propensity score. The score is used to assign each customer to a decile (1-10).

1 The “modeling universe” is the data used to develop a model.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q10 Page 1



Total Programs 1 Negative
High Electric Flag 2 Positive
LIHEAP Flag 3 Negative
G1 Rate Flag 4 Positive
CARE Auto-Enrollment Flag 5 Negative
Tenure (Months) 6 Positive
High Gas Bill Flag 7 Positive
E1 Rate Flag 8 Positive
TOU Flag 9 Positive
Rebate Flag 10 Positive
Online Purchase Indicator 11 Positive
HE1 Rate Flag 12 Positive
Pay in Person Flag 13 Negative
Home Market Value 14 Positive
English Language Preference 15 Positive
High Usage Alert Enrollment Flag 16 Positive
Count of IVR Calls 17 Negative
2019 CARE Propensity Score (Modeled) 18 Negative
Multi Service Agreement Flag 19 Positive
Eligibility Rate (Athens) 20 Negative
Health & Medical Interests 21 Positive
White Collar Occupation 22 Positive
Age 65+ 23 Negative

In 2019, customers selected for PEV by the model were 68% more likely to be verified
ineligible (deemed over income or requested removal from the program) than those

randomly selected.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q10
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q12

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q12

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Forecast and Other Policies

QUESTION 12

How many PG&E customers will be subject to recertification over the next 12 months?

ANSWER 12

PG&E estimates that 490,000 customers will be subject to CARE recertification in 2022,
with approximately 75,000 of those removed due to non-response.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q12 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates 028-Q13

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q13

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Forecast and Other Policies

QUESTION 13

How many customers does PG&E estimate will be subject to post-enroliment income
verification in the next 12 months?

ANSWER 13

PG&E estimates that 120,000 of PG&E’s CARE customers will be subject to CARE

post-enrollment verification in 2022, with approximately 95,000 of those removed due to
non-response.
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q14

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates _028-Q14

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Forecast and Other Policies

QUESTION 14

D.21-06-015 made changes to the threshold over which customers are selected for high
usage verification. If fewer customers are identified for HU-PEV in a given year, will
PG&E increase the number of customers subject to post-enroliment income
verification?

ANSWER 14
Yes, PG&E plans to adjust the post-enroliment verification (PEV) selection to achieve a

total CARE PEV rate of at least 8 percent in 2022. The total rate is composed of those
selected due to exceeding the high usage threshold, randomly, and the PEV Model.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q14 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates 028-Q15

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q15

Request Date: November 15, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01

Date Sent: December 1, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

Forecast and Other Policies

QUESTION 15

Are customers removed from CARE due to non-response to PEV back-billed to recover
the CARE discount?

o If so, what is the average amount back-billed?

o If those customers return to CARE, is the back-billed amount returned to those
customers?

ANSWER 15

PG&E does not currently back-bill its customers removed from CARE due to non-
response to PEV.
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q22
PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates _028-Q22
Request Date: November 24, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01
Date Sent: December 10, 2021 Requesting Party: Public Advocates Office
PG&E Witness: Neil Singh Requester: Adam Buchholz
QUESTION 22

What proportion of CARE customer accounts have a social security number (SSN) or
individual taxpayer identification number (ITN) associated with the account?

ANSWER 22
As of December 3, 2021, approximately 83% of PG&E CARE customer accounts have

the last four digits of a social security number (SSN) or individual taxpayer identification
number (ITN) associated with the account.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q22 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates 028-Q23

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q23

Request Date: December 6, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01
(Supplemental Questions)

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

QUESTION 23

In the responses to Questions 9 and 10 of DR-CARE-PGE-01, do the “denied”
customers used as test data include customers who did not respond to income
verification requests?

ANSWER 23
In the responses to Questions 9 and 10 of DR-CARE-PGE-01, the “denied” customers

used as test data do not include customers who did not respond to income verification
requests.

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q23 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_028-Q24

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q24

Request Date: December 6, 2021 Requester DR No.: | Cal Advocates DR
CARE-PGE-01
(Supplemental Questions)

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

QUESTION 24

In PG&E’s response to DR-CARE-PGE-01’s question 10, please define how “deemed
over income” is meant. Is a customer who does not respond to an income verification
request included in those who are “deemed over income”?

ANSWER 24

In PG&E’s response to DR-CARE-PGE-01’s question 10, “deemed over income” is
defined as customers who submitted income documentation reflecting total household
income exceeding the CARE income guidelines. Customers who do not respond to an
income verification request are not included in those who are “deemed over income.”

LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q24 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026

Application 19-11-003

Data Response

PG&E Data Request No.: | CalAdvocates 028-Q25

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_028-Q25

Request Date: December 6, 2021

Requester DR No.:

Cal Advocates DR
CARE-PGE-01
(Supplemental Questions)

Date Sent: December 10, 2021 Requesting Party: Public Advocates Office
PG&E Witness: Neil Singh Requester: Adam Buchholz
QUESTION 25

Please provide the variable weights or coefficients for each of the attributes used in the
logistic regression model listed on Page 2 of PG&E’s response to question 10 of DR-

CARE-PGE-01.

ANSWER 25

The table below shows the variable weights for each of the attributes used in the logistic
regression model listed on Page 2 of PG&E’s response to question 10 of DR-CARE-

PGE-01. The data in the table below is as of December 6, 2021.

. Order of Directional Variable
Model Variable -
Importance Impact Weight
Total Programs 1 | Negative 20.30%
High Electric Flag 2 | Positive 9.80%
Low Income Home Energy Assistance .
3 | Negat 7.709
Program (LIHEAP) Flag egative %
G1 Rate Flag 4 | Positive 7.40%
CARE Auto-Enrollment Flag 5 | Negative 6.10%
Tenure (Months) 6 | Positive 5.50%
High Gas Bill Flag 7 | Positive 4.40%
E1 Rate Flag 8 | Positive 4.40%
Time of Use (TOU) Flag 9 | Positive 3.80%
Rebate Flag 10 | Positive 3.20%
Online Purchase Indicator 11 | Positive 3.00%
HE1 Rate Flag 12 | Positive 2.80%
Pay in Person Flag 13 | Negative 2.50%
Home Market Value 14 | Positive 2.40%
English Language Preference 15 | Positive 2.40%
High Usage Alert Enrollment Flag 16 | Positive 2.30%
Count of Interactive Voice Response
17 | Negati 2.309
(IVR) Calls egative %
2019 CARE Propensity Score (Modeled) 18 | Negative 2.10%
LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q25 Page 1




Multi Service Agreement Flag 19 | Positive 1.90%
Eligibility Rate (Athens) 20 | Negative 1.80%
Health & Medical Interests 21 | Positive 1.70%
White Collar Occupation 22 | Positive 1.20%
Age 65+ 23 | Negative 0.90%
LowlncomeProgramPY21-26_DR_CalAdvocates_028-Q25 Page 2



ATTACHMENT 3:

Excerpt of SCE’s response to Cal Advocates’
Data Request, DR-CARE-SCE-01



DATA REQUEST SET Cal Advocates DR CARE-SCE-01

Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 01-03:

1. How many SCE customers were removed from CARE due to non-response to
recertification in 2017 and 2018?, How many of those customers returned to CARE

within 6 months? How many of those customers returned to CARE within 1 year? How

many customers were removed from CARE due to non-response to recertification in total

in 2017 and 2018?

Please report each year separately, and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017,
and returned 5 months later, should be counted in both the "6 months" and the "1

year" columns for 2017 (columns C and D), but not in columns E and F.

2. Same as Q.1, but for non-response to PEV.

3. Same as Q.1, but for non-response HU-PEV.

Response to Question 01-03:

High Usage
Verification

2017 2018
Total Returned | Returned Total Returned | Returned
Removed in | within 6 | within 1 | Removed in | within 6 | within 1

year months year year months year
1. Non-Response to 102,391 29,179 | 40,011 108,191 34129 | 44,687
Recertification
2. Non-Response to 31,426 3,759 5,266 44,399 6,954 9,300
Post-Enrollment
Income Verification
3. Non-Response to 44,840 1,525 2216 63,737 4,083 5,386




Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 09:
What variables does SCE use to identify improvement in the algorithm used to identify
customers for post-enrollment verification?

Response to Question 09:

The PEV Disproportionate Stratified Random Sampling (DSRS) oversamples customers who have
a greater propensity to fail eligibility verification based on their socioeconomic and demographic
profile. More specifically, the DSRS oversamples customers who, first, reside in “high income”
areas and/or, second, who have been enrolled in CARE for two years or less. Herein “high income’
residential areas is operationally defined as service territories at the five digit ZIP code level where
the proportion of households at or below the 200% of Federal Poverty Level income threshold is
lower than the overall median proportion of households whose income is at the 200% FPL or less
for the entire CARE population. In effect, these are areas which tend to have a relatively lower

2

presence of CARE eligible households. Additionally, customers whose program tenure in CARE is
two years or less have been established to fail eligibility verification at a significantly higher level
than those who have been continuously enrolled in CARE for relatively longer periods of time.
Given this focus of the DSRS schema, the CARE eligibility verification success rate in identifying
customers who fail verification has been roughly 70% in recent years prior to the COVID-19
pandemic.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 10:
What variables does SCE use to identify customers for post-enrollment income
verification?

Response to Question 10:

SCE’s Post-Enrollment Verification model uses the following variables:

PEV VARIABLES CATEGORIES

Enrollment ) o
h | Data exchange, categorical program, enrollment, recertification
channe

Household size 1to2,3to5, atleast6

"High income" refers to areas where the proportion of households whose income is
Income at 200% Federal Poverty Level or less is smaller than the overall median proportion
of households meeting this threshold in the entire CARE population

Time on CARE

N 2 years or less in CARE, More than 2 years in CARE
rate

. Non-high usage, high-low usage (usage at 400% to <600% of baseline) & high-high
Electric usage .
usage (usage of at least 600% of baseline)




Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 11:
Please provide the post-enrollment income verification algorithm, including any
spreadsheets or code used to identify customers for post-enrollment income verification.

Response to Question 11:
Please see attached document titled, “CARE Verification Disproportionate Stratified Random

Sampling Scheme.”



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 12:
How many SCE customers will be subject to recertification over the next 12 months?

Response to Question 12:
SCE anticipates 740,441 CARE/FERA customers will be subject to recertification from December

1, 2021 through December 1, 2022. This number may be reduced as customers close their accounts
through activities such as moving out of their homes.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 13:
How many customers does SCE estimate will be subject to post-enrollment income
verification in the next 12 months?

Response to Question 13:
SCE estimates that roughly 100,000 customers will be subject to post-enrollment income

verification in the next 12 months.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 14:

D.21-06-015 made changes to the threshold over which customers are selected for high

usage verification. If fewer customers are identified for high-usage verification in a given

Page 4 of 4 year, will SCE increase the number of customers subject to post-enrollment income
verification?

Response to Question 14:
If fewer customers are identified for high-usage verification due to threshold changes from D.21-

06-015, SCE will increase the number of model based verification to offset the reduction in high
usage verification requests.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 11/30/2021

Question 15:

Are customers removed from CARE due to non-response to PEV back-billed to recover
the CARE discount?

. If so, what is the average amount back-billed?

. If those customers return to CARE, is the back-billed amount returned to those
customers?

Response to Question 15:
SCE does not back bill customers who are removed from CARE due to non-response to PEV.

These customers are removed from the CARE program effective on their current bill. If a customer
returns to CARE at a later date, their discount is reinstated as of their current bill.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 1/19/2022

Question 04-06 Revised:

4. Of the customers removed from CARE due to non-response to recertification in 2017 and 2018,
how many entered arrears within 6 months? Within 1 year?

Please report each year separately and respond with the cumulative total in each time frame. For
example, a customer who was removed from CARE in September of 2017, and returned 5 months
later, should be counted in both the "6 months" and the "1 year" columns for 2017 (columns B and
C), but not in columns D and E.

5. Same Q.4, but for customers removed due to non-response to PEV.

6. Same as Q.4, but for customers removed due to non-response to HU-PEV.

Response to Question 04-06 Revised:
Please see attached spreadsheet titled, “Cal Advocates DR-CARE-SCE-01 Qs 4-8 Updated” for

answers to questions 4 through 6.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates DR CARE-SCE-01

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 11/12/2021

Response Date: 1/19/2022

Question 07 Revised:

For comparison, what percentage of non-CARE customers entered arrears in 2017-2019? Please
exclude those who were removed from CARE through recertification, PEV, or HU-PEV within the
12 months preceding the arrearage.

Response to Question 07 Revised:
Please see attached spreadsheet titled, :Cal Advocates DR-CARE-SCE-01 Qs 4-8 Updated” for

answers to question 7.



Qs 5-7. Of the customers who were removed from CARE through the following processes, how many entered arrears
within the indicated timeframes? Please report each year separately and respond with the cumulative total in each
time frame. For example, a customer who was removed from CARE in September of 2017, and returned 5 months
later, should be counted in both the "6 months" and the "1 year" columns for 2017 (columns B and C), but not in
columns D and E.

2,017 2,018

6 months 1vyear 6 months 1vyear

4. Non-response to
Recertification

5. Non-Response to
Post-Enrollment 17,527 22,157 23,336 28,102
Income Verification
6. Non-Response to
High Usage 28,970 35,059 36,422 42,180
Verification

60,801 74,496 69,372 80,794




ATTACHMENT 4:

Excerpt of SoCalGas’s response to Cal Advocates’
Data Request, DR-CARE-SCG-01



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

SOUTHERN CALIFORNIA GAS COMPANY
(DATA REQUEST CARE-SCG-01)

Requested: 11/15/2021
Qs 1,2, 9-13,15 Submitted: 12/1/2021

QUESTION 1:

How many SCG customers were removed from CARE due to non-response to
recertification in 2017 and 2018? How many of those customers returned to CARE
within 6 months? How many of those customers returned to CARE within 1 year? How
many customers were removed from CARE due to non-response to recertification in total
in 2017 and 20187

Please report each year separately, and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017,
and returned 5 months later, should be counted in both the "6 months" and the "1
year" columns for 2017 (columns C and D), but not in columns E and F.

RESPONSE 1:

Please see the accompanied excel table CalAdvocates_SCG_DR_12.1.21.xIsx.
QUESTION 2:

Same as Q.1, but for non-response to PEV.

RESPONSE 2:

Please see the accompanied excel table CalAdvocates_SCG_DR_12.1.21.xIsx.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

QUESTION 9:

What variables does SCG use to identify improvement in the algorithm used to identify
customers for post-enroliment verification?

RESPONSE 9:

To identify improvement in the algorithm used to identify customers for post-enroliment
verification (PEV), SoCalGas uses the common confusion matrix' to evaluate the model
performance. For instance, comparing how predicted labels (high/low probability to be
CARE-eligible) vs. actual outcomes (Approved, Terminated/De-enrolled). A series of metrics
based on the confusion matrix are derived to quantify the model improvement. These metrics
are listed as follows:

e ROC AUC score: Area under the Receiver Operating Characteristic Curve, it
measures the overall performance of models at distinguishing positive and negative
classes

e Accuracy: the ratio between the number of true predictions to the total number of
predictions

¢ Precision: the ratio of true positive predictions to the total predicted positive
observations

¢ Recall: the ratio of true positive predictions to the total number of positive observations
e F1 score: the weighted average of Precision and Recall

For all the metrics above, the higher score, the better model performance.

QUESTION 10:

What variables does SCG use to identify customers for post-enrollment income
verification?

' A common confusion matrix is a method to measure the performance of a classification algorithm. A
confusion matrix plots the amount of correct predictions against the amount of incorrect predictions.
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SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

RESPONSE 10:

SoCalGas uses the following variables to identify customers for PEV:

e Newly certified or re-certified CARE
e CARE appears on bill
e Fails CARE probability model threshold

The 21 variables SoCalGas uses in the CARE probability model to identify customers for
PEV are previously described in CalAdvocates/CalPA data request response #1 Table A from
July 2020. See excerpt of the variable table below.

CARE factor Variable Description

bill_amt Annual bill amount

hh_size PRIZM average HH size

prizm _yl1 PRIZM Life stage: young high income
prizm _y3 PRIZM Life stage: young low income
prizm _f4 PRIZM Life stage: family low income
prizm _ml PRIZM Life stage: mature high income
prizm _m4 PRIZM Life stage: mature low income
inc_el Income eligible enrollment

Auto_en Automatic enrollment

de_enroll Previously de-enrolled

enroll No. of days in CARE

SF Single family home

Fixed_Inc fixed-income customer




SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

Medi-Cal Medi-Cal under 65 participant

LIHEAP LIHEAP participant

WIC WIC participant

food_stamp Food Stamps participant

income PRIZM HH Medium Income

Pprls Paperless billing

ovd_ntc no. of overdue notices in the last 12 months

pay_ext no. of payment extension in the last 12 months
QUESTION 11:

Please provide the post-enroliment income verification algorithm, including any spreadsheets
or code used to identify customers for post-enroliment income verification.

RESPONSE 11:

The following probability algorithm was developed by SoCalGas and is used to determine
which CARE customers are most likely to qualify for the program.?

Logit (P) = aq + Z a; (CARE factor);
i=1
Where
P = probability of qualifying for CARE enroliment
n = number of factors in the model
The algorithm SoCalGas currently uses to determine the probability score is the logistic

regression model. See below.

X =
0.306

—0.00121 * bill_amt

2 SoCalGas Advice Letter 4537, September 3, 2013, pg. 10.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

+0.18979* hh_size
—0.12758 * prizm _y1

+ 0.30540* prizm _y3
+ 0.04413* prizm _f4
—0.08908 * prizm _m1
+ 0.14803* prizm _m4
-0.07511%inc_el

-0.37793*auto_en

+ 0.50616 *de_enroll
-0.02423*enroll
+0.35971*SF

+ 0.59544 Fixed_Inc
+ 0.40566* Medical

+ 0.07153* LIHEAP
-0.1536* WIC

+ 0.17717* food_stamp
— 0.0000* income

—0.10504" pprls
-0.06388* ovd_ntc
+ 0.23685* pay_ext

P = exp(X)/(1+exp(X))

Customers are identified for post-enroliment income verification when the probability score is
less than 0.5.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

QUESTION 12:

How many SCG customers will be subject to recertification over the next 12 months?

RESPONSE 12:

Based on the current CARE status of approved or auto-recertification, and fixed income,
approximately 720,003 customers will be subject to recertification over the next 12 months. A
portion of these customers will pass the CARE probability model and be auto-recertified for
an additional 2 years. Historically, SoCalGas has an annual recertification rate of 23% (2017-
2019). Based on the historical rate, in 2022, approximately 426,260 of the current customers
will be sent a recertification request.

12/2021 - 72,003
01/2022 — 77,094
02/2022 - 75,801
03/2022 — 109,462
04/2022 — 85,109
05/2022 — 72,799
06/2022 — 64,891
07/2022 — 33,898
08/2022 — 36,898
09/2022 — 33,987
10/2022 - 32,436
11/2022 — 25,625

O O O OO0 O OO O0oOOoOOo

QUESTION 13:




SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

How many customers does SCG estimate will be subject to post-enroliment income
verification in the next 12 months?

RESPONSE 13:

Per D. 12-08-044°, SoCalGas estimates up to 7% of its CARE customers will be sent a PEV
request in the next 12 months based on the historic verification rate. Pre-COVID, the
average annual PEV rate for SoCalGas was 3.1%. Based on the pre-COVID PEV rate and
October 2021’s CARE participants, SoCalGas estimates 57,211 CARE customers may
receive a PEV request in 2022.

QUESTION 15:

Are customers removed from CARE due to non-response to PEV back-billed to recover
the CARE discount?

A) If so, what is the average amount back-billed?
B) If those customers return to CARE, is the back-billed amount returned to those
customers?

RESPONSE 15:

Yes, SoCalGas customers removed from CARE due to non-response to PEV are back-billed
to recover the CARE discount up to 3 months, to the date of the initial PEV request date.

A) In 2019, the average amount back-billed to the customer for the CARE discount
received is $26.80. SoCalGas did not remove CARE customers due to non-response
to PEV from March 2020 through October 2021 in compliance with the Emergency
Disaster Relief COVID-19 customer pandemic protections and SoCalGas Advice
Letter 5604-B. Since October 2021, the average back-billed amount is $21.04.

B) If those customers return to CARE, then the back-billed amount is not returned to
those customers.

3D. 12-08-044 OP 122 states, “The interim verification rate, for each of the I0Us, should apply to all
enrolled CARFE customers, including self-certified and categorically enrolled CARE customers. This
interim verification rate shall not exceed 200% of the IOU’s 2011 post enrollment verification rate.”
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SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

SOUTHERN CALIFORNIA GAS COMPANY
(DATA REQUEST CARE-SCG-01)

SOUTHERN CALIFORNIA GAS COMPANY (DATA REQUEST CARE-SCG-01)
Requested: 11/15/2021 Qs 4,5,7,8 Submitted: 12/9/2021

QUESTION 4:

Of the customers removed from CARE due to non-response to recertification in 2017
and 2018, how many entered arrears within 6 months? Within 1 year?

Please report each year separately and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017,
and returned 5 months later, should be counted in both the "6 months" and the "1
year" columns for 2017 (columns B and C), but not in columns D and E.

RESPONSE 4:

Please see the accompanied excel table CalAdvocates_ SCG_DR_12.9.21 xIsx.

QUESTION 5:

Same Q.4, but for customers removed due to non-response to PEV.

RESPONSE 5:

Please see the accompanied excel table CalAdvocates_ SCG_DR_12.9.21 xIsx.

QUESTION 7:

For comparison, what percentage of non-CARE customers entered arrears in 2017-2019?
Please exclude those who were removed from CARE through recertification, PEV, or
HU-PEV within the 12 months preceding the arrearage.

RESPONSE 7:

3.1% of non-CARE customers entered arrears in 2017-2019.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

QUESTION 8:

What percentage of CARE customers entered arrears in 2017-2019?

RESPONSE 8:

2.33% percentage of CARE customers entered arrears in 2017-2019.



SOUTHERN CALIFORNIA GAS COMPANY

ENERGY SAVINGS ASSISTANCE AND CALIFORNIA ALTERNATE RATES FOR
ENERGY PROGRAMS & BUDGETS FOR PROGRAM YEARS 2021-2026

(A.19-11-006)

(DATA REQUEST CALADVOCATES-ESA-CARE-KS6-SCG10)
RECEIVED: JUNE 22, 2020
SUBMITTED: JULY 6, 2020

QUESTION 1:

Please provide the CARE propensity or probability model used to determine which
customers are most likely to be CARE eligible.

a. Include an explanation of the inputs used in the model.

RESPONSE 1:

The following probability model was developed by SoCalGas and is used to determine
which CARE customers are most likely to qualify for the program.’

Where

n
Logit (P) = ay + Z a; (CARE factor);

i=1

P = probability of qualifying for CARE enroliment

n = number of factors in the model

Table A: CARE Factor definitions and default values

CARE factor Variable ﬁ Definition [Explanation
Description
Intercept Intercept i Constant parameter
bill_amt Annual bill i Non-sub-metered: if has 12 bills (current |Sum of each customer’s last 12|
amount charge), annual bill = sum of revenue in  |bill amounts; if some bills not
the last 12 month; if has 6-11 bills, available, impute from average
annual bill = average bill *12; if has amount
less than 6 bills, annual bill = $437)
Sub-metered: annual bill = sum of
revenue in the last 12 month/ # of sub-
metered Units
hh_size PRIZM average i see PRIZM HH Size table below [Each customer’s average
HH size household size on zip code
level
prizm _y1 PRIZM Life stage: | [ If PRIZM_CD =(3,8,11,12,19,25,30, or  [Binary variable, 1 ifa
young high 37) then set m4 yl=1, else set customer fall into the category
income m4 y1=0

' SoCalGas Advice Letter 4537, September 3, 2013, pg. 10.
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SOUTHERN CALIFORNIA GAS COMPANY

ENERGY SAVINGS ASSISTANCE AND CALIFORNIA ALTERNATE RATES FOR
ENERGY PROGRAMS & BUDGETS FOR PROGRAM YEARS 2021-2026

(A.19-11-006)

(DATA REQUEST CALADVOCATES-ESA-CARE-KS6-SCG10)
RECEIVED: JUNE 22, 2020
SUBMITTED: JULY 6, 2020

of young and high income, 0 if
not

prizm _y3 PRIZM Life stage: | [ If PRIZM_CD = (42,44,45,47,48,53, or |Binary variable, 1 if a
young low income 56) then set m4 y3=1, else set customer fall into the category
m4 y3=0 of young and low income, 0 if
not
prizm _f4 PRIZM Life stage: | [ if PRIZM_CD — (63,64,65, or 66) then  |Binary variable, 1 ifa
family low set m4 f4=1, else set m4 f4=0 customer fall into the category
income of family and low income, 0 if
not
prizm _ml PRIZM Life stage: - If PRIZM CD =(1,7,9, or 10) then set  |Binary variable, 1 ifa
hature high income m4 ml=1, else set m4 m1=0 customer fall into the category
of family and low income, 0 if
not
prizm _m4 PRIZM Life stage: i IfPRIZM CD = Binary variable, 1 if a
mature low (55,57,58,59,60,61,0r 62) then set m4 customer fall into the category
income ~m4=1, else set m4 me=0 of mature and low income, 0 if
not
inc_el Income eligible - if CARE ELIG PROOF CD =2 set Binary variable, 1 if a
enrollment m5a inc el=1, else set m5a_inc el=0 customer enrolled into CARE
[with income eligible, 0 if not
Auto_en Automatic i if CARE ELIG PROOF CD=0, set Binary variable, 1 if a
enrollment mS5a_aut en=1, else set m5a aut en=0 |customer enrolled into CARE
automatically, 0 if not
de_enroll Previously de- i if last CAA DOC STAT CD = (DN, or [Binary variable, 1 ifa
enrolled TR), set m7a=1, else set m7a=0 customer enrolled into CARE
and was denied or terminated
later, 0 if not
enroll No. of days in i no. of days from sp st dt [Number of days since a
CARE customer enrolled into CARE
SF Single family i IfLC CD=“A”thenset LC CD A Binary variable, 1 if a
home =1 customer has single family
lhome, 0 if not
Fixed_Inc fixed-income i if FIX INCM SW =Y then Binary variable, 1 if a
customer set Fixed Income Flag=1, else customer enrolled in Fixed
set Fixed Income Flag=0 Income program, 0 if not
Medi-Cal Medi-Calunder | [ if MEDI CAL 65UDR SW-Y then set |Binary variable, 1 ifa
65 participant Medical Under 65 fla=I, else set customer enrolled in Medi-Cal
Medical Under 65 fla=0 program, 0 if not
LIHEAP LIHEAP ] if LIHEAP SW-Y, Binary variable, 1 ifa
participant set LIHEAP Flag=1, else customer enrolled in LIHEAP
set LIHEAP Flag=0 program, 0 if not
WIC WIC participant i if WIC SW =Y set WIC Flag=1, else [Binary variable, 1 ifa
set WIC Flag=0 customer enrolled in WIC
program, 0 if not
food_stamp Food Stamps i if FD STP SW=Y Binary variable, 1 if a
participant set Food Stamp Flag=1, else customer enrolled in Food
set Food Stamp Flag=0 Stamp program, 0 if not
income PRIZM HH i see PRIZM HH Medium Income below |Each customer’s average
Medium Income income on zip code level
Pprls Paperless billing i sub-metered: pprls=0 Binary variable, 1 if a

Non-sub-
metered: ifOPT SVC CD='SCGPPRLS'
set pprls =1, else set pprls=0

customer enrolled in Paperless
Billing program, 0 if not




SOUTHERN CALIFORNIA GAS COMPANY

ENERGY SAVINGS ASSISTANCE AND CALIFORNIA ALTERNATE RATES FOR
ENERGY PROGRAMS & BUDGETS FOR PROGRAM YEARS 2021-2026

(A.19-11-006)

(DATA REQUEST CALADVOCATES-ESA-CARE-KS6-SCG10)
RECEIVED: JUNE 22, 2020
SUBMITTED: JULY 6, 2020

ovd_ntc no. of overdue i sub-metered: ovd ntc=0 Sum of each customer’s
notices in the last Non-sub-metered: OVD _NTC overdue notices in the last 12
12 months =sum(OVD NTC1 - OVD NTC12) Imonths

pay_ext no. of - sub-metered: pay ext =0 Sum of each customer’s
payment extension non-sub-metered: PAY EXT [payment extension in the last
in the last 12 =sum(PAY_EXT1-PAY_EXTI12) 12 months
months

Note: highlighted items denote confidential data. Please refer to accompanying Confidentiality
Declaration.

Table B: PRIZM household size and income

PRIZM HH Size HH Income
CODE MEAN Medium
1 3.017442 121186
2 4.233994 126538
3 3.181583 109351
4 3.316663 91104
5 3.845598 107442
6 3.506249 112580
7 3.258647 93457
8 3.254674 78008
9 4.280284 87539
10 4.428492 82495
11 4.574298 88614
12 3.977837 77320
13 4.168733 88455
14 4.635516 75295
15 4.920462 76099
16 3.989096 57083
17 2.657085 80026
18 3.861808 76379
19 4.002522 72029
20 3.465735 78775
21 3.925475 55328
22 4.231793 51684
23 4.170522 60401
24 5.276403 53521
25 3.782954 75315
26 5.097756 59750
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SOUTHERN CALIFORNIA GAS COMPANY

ENERGY SAVINGS ASSISTANCE AND CALIFORNIA ALTERNATE RATES FOR
ENERGY PROGRAMS & BUDGETS FOR PROGRAM YEARS 2021-2026

(A.19-11-006)

(DATA REQUEST CALADVOCATES-ESA-CARE-KS6-SCG10)
RECEIVED: JUNE 22, 2020
SUBMITTED: JULY 6, 2020

27 5.474698 54620
28 4.35725 58032
29 4.733172 58517
30 5.990176 53267
31 2.977989 37252
32 4.444871 59158
33 5.919199 58421
34 3.380757 55007
35 5.236184 41971
36 4.511244 53463
37 4.108851 56558
38 5.150752 45533
39 6.622612 51622
40 3.542527 43049
41 2.648727 41314
42 5.048051 45230
43 4.57803 45809
44 5.704987 32558
45 4.809569 45183
46 6.606547 32545
47 4.163905 25010
48 4.098076 33559
49 4.162618 36412
50 4.942451 44328
51 6.307423 44107
52 3.885142 35221
53 5.129458 30719
54 4.06261 36945
55 4.978147 33029
56 5.691691 33752
57 3.727221 32107
58 5.792408 33627
59 4.94421 26113
60 6.044912 25342
61 5.389144 29292
62 4.98186 28882
63 4.55228 31842
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64 5.000512 28978
65 5.653622 33055
66 4.273632 25761

67 | 3.783143 | 44370(S)/36780(M)

68 | 6.906576 | 44370(S)/36780(M)

Note: PRIZM medium income, PRIZM household size, default values, and Probability
Model coefficients may be updated annually.
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QUESTION 2:

Please describe in detail how the CARE propensity or probability model is incorporated
into the CARE program (e.g., marketing and outreach strategy, recertification, post
enrollment verification (PEV), high energy use recertification, income verification).

a. If the model is used to exempt certain households from recertification or PEV,
please provide the total number of households exempted on an annual basis.

b. If the model modifies the recertification or PEV cycles for certain households,
please provide the total number of households affected.

RESPONSE 2:

SoCalGas’ probability model for CARE eligibility evaluation serves two purposes:

1) Customers who are scheduled for two-year recertification and have an 85% or
better probability of being CARE-eligible, are exempted from two-year
recertification once. These customers are granted Soft CARE Recertification in
SoCalGas’ Customer Information System (CIS), which means, they are granted a
one-time exemption from being mailed a recertification application and
automatically recertified for another two years.

2) Approximately one month, or one billing cycle after SoCalGas customers are
enrolled or recertified on the CARE program, they are run through the
model. CARE customers with a low CARE eligibility score of 30% or less are
subject to verification and are mailed a PEV application.

The CARE Probability model is not used for marketing and outreach. High energy
usage required income verification is not applicable to SoCalGas.

a. In 2019, 216,890 CARE customers were exempted from recertification once, and
granted Soft CARE Recertification in 2019. In addition, 448,892 newly enrolled or
recertified CARE customers received a CARE eligibility score of higher than 30%
and were exempted from a PEV request in 2019.

b. SoCalGas CARE probability model does not have PEV cycles but does modify
the recertification cycle for certain CARE households as stated above.
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Additionally, but not related to the CARE probability model, CARE customers
who indicate they are on a fixed income when they enroll are exempt from
recertification for 1 cycle, and not required to recertify for 4 years.
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QUESTION 3:

Please provide data on CARE attrition due to non-response to recertifications and PEV.
Include total CARE eligible customers, new annual enroliments, attrition, and attrition
due to non-response for:

a. 2017-2020 CARE program cycle.
b. 2021-2026 CARE program cycle

RESPONSE 3:

SoCalGas objects to this request on the grounds that it calls for forecasted data that is
speculative due to the uncertainty surrounding the COVID-19 pandemic and the
resulting economic impact. Subject to and without waiving the foregoing objection,
SoCalGas responds as follows.

Year Zl(i)gtj?llale ;g:?ilt:(i:ARE New " TOt?I. e Qltjt:::)o:on-
customers pants | enroliments Attrition response™
2017 1,819,451 1,564,126 270,642 277,082 130,347
2018 1,793,870 1,615,527 311,911 260,510 144,530
2019 1,685,526 1,609,738 313,763 319,552 134,907
2020** 1,705,389 1,620,120 317,461 235,739 33,142
2021* 1,719,976 1,633,977 320,176 324,364 136,938
2022* 1,734,946 1,648,199 322,963 327,187 138,130
2023* 1,750,137 1,662,630 325,790 330,052 139,340
2024* 1,765,398 1,677,128 328,631 332,930 140,555
2025* 1,780,639 1,691,607 331,468 335,804 141,768
2026* 1,795,844 1,706,052 334,299 338,671 142,979

*CARE participant forecast for 2020-2026 provided in SoCalGas 2021-2026 Low Income Application, Table B-4
**New enrollment, Total Attrition and Attrition due to non-response forecasts for 2020-2026 are calculated based on
2019 new enroliment and attrition values (as reported in SoCalGas 2019 Low Income Annual Report, CARE Table 2)
which is the last complete year of data available.

* No CARE customers removed due to non-response from March 4, 2020-April 16, 2021 due to COVID-19 Customer
Protections enacted per Advice Letter 5604-B.
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QUESTION 4:

Please provide any plans for CARE outreach to newly unemployed customers impacted
by COVID-19.

a. If SoCalGas has already conducted CARE outreach in response to the COVID-
19 crisis, what actions has SoCalGas taken?

b. What are the results for the CARE outreach?

C. Was SoCalGas’s outreach strategies effective? Why?

RESPONSE 4:

In April, SoCalGas began reaching out to newly unemployed customers about the
CARE program. Below is a list of marketing and outreach efforts that SoCalGas has
completed and plans to continue.

a. SoCalGas conducted the following in response to the COVID-19 crisis:

Launched an advertising campaign in April 2020 called “SoCalGas
CARES” on TV, radio, and social media in English, Spanish and multiple
Asian languages (Chinese, Viethamese and Korean). The campaign
messaging incorporated the current challenges related to COVID-19,
specifically addressing those who have recently been unemployed, to
provide customers information on how to enroll online via the quick, easy-
to-use application.

Included a COVID-19 related message about CARE on outbound bill
envelopes. The message stated, “If you’re recently unemployed, you may
be eligible to save 20% on your natural gas bill through our CARE
program at socalgas.com/care”.

Sent emails and texts to customers communicating they may qualify for
the CARE discount if there has been a change in income.

Updated SoCalGas’ CARE webpage to include “change in income”
messaging informing recently unemployed customers they may now be
eligible for CARE.

Added CARE program information on SoCalGas’ COVID-19 information

page.
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e Utilized CBOs to promote the CARE program. Across all counties,
SoCalGas currently partners with 25 organizations. During the stay-at-
home orders, the CBOs were not conducting in-person outreach, instead
sending emails and distributing program literature via food distribution
events.

Since the stay-at-home orders were enacted in late March, approximately 90,000
customers have enrolled onto the CARE program. There was a 16% enroliment
increase in April, corresponding to the launch of SoCalGas’ comprehensive
CARE advertising campaign. The campaign also contributed to increased web
visits as well as online enrollments. From March to April, online enrollments saw
an 80% growth rate in that enrollment channel.

Yes, SoCalGas outreach strategies were effective at driving interest and
increasing enroliments among newly eligible customers. Specifically, the
advertising campaign helped reach the newly eligible masses through a mix of
marketing and outreach channels, including traditional channels such as TV.
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QUESTION 5:

If the CARE eligible population significantly increases, what changes to program costs
does SoCalGas anticipate for:

a. ESA
b. CARE
RESPONSE 5:

a. SoCalGas has filed a budget application for the 2021-2026 program cycle that
would allow for treatment of 110,000 customers per year. Although ESA/CARE
eligible population changes, depending on their nature, could potentially impact
the effectiveness of marketing approaches, SoCalGas would not necessarily
foresee these changes driving overall cost changes in the delivery of the program
as proposed. If SoCalGas were to propose, or the Commission were to order,
that the ESA program increase activity in response to a larger population,
incremental funding would need to be adopted by the Commission, depending on
what needs were identified.

b. If the CARE eligible population significantly increases, SoCalGas would
anticipate changes to program costs for CARE Processing, CARE PEV
processing, Marketing and Outreach, as well as a possible increase in labor
required to implement the additional activities.
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QUESTION 6:

In light of shelter in place orders and other local or state requirements related to the
COVID-19 pandemic, how does SoCalGas determine when to allow ESA contractors to
perform work?

a. How does SoCalGas determine when to cease ESA contractor activity?

b. How does SoCalGas determine when to resume ESA contractor activity?
RESPONSE 6:

a. SoCalGas monitors and implements guidance from local, state and federal health

and emergency response agencies, and relied on such guidance in determining
to suspend ESA Program activity on March 18, 2020.

b. Similar to response a., SoCalGas determined the suspension should be lifted
June 1, 2020 based on the guidance of local, state, and federal health and
emergency response agencies, as well as the May 21, 2020 letter of CPUC
Executive Director Alice Stebbins to Program Administrators (PAs) which stated,
“Energy Efficiency and ESA PAs should be following the appropriate state or
local health orders and not adopting any special approach for these programs
that differentiates Energy Efficiency or ESA activities from other work in the area.
In order to help ensure an orderly return to work, PAs should direct energy
efficiency implementers and ESA contractors to follow state or local guidance on
the allowance of construction projects and in-building renovations, whichever is
more restrictive. The PAs do not need to suspend program activities in a manner
that is more restrictive than what has been deemed necessary and safe by the
health experts and agencies.”

2 Letter from Executive Director Alice Stebbins: to Energy Efficiency Program Administrators - Guidance
on Energy Efficiency and Energy Savings Assistance Program Suspensions dated May 21, 2020, p. 4.
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QUESTION 7:

How has the COVID-19-related suspension on ESA contractor activity impacted ESA
program goals?

a. Please provide the current annual shortfall between actual installs and energy
savings versus the estimated installs and energy savings.

RESPONSE 7:

The suspension from the COVID-19 pandemic has made achieving the annual goal very
challenging due to the lack of ability to enter a customer’s home for several months.
SoCalGas’ ESA Program goals for 2020 have not been adjusted as a result of the ESA
Program suspension.

a. The following table illustrates the current annual shortfall between actual installs
(households treated) and energy savings (therms) as reported in SoCalGas’ May
2020 Low Income Monthly Report vs. estimated annual installs and energy

savings.

Current Annual Shortfall Between Actual Installs &
Energy Savings (through May 2020) vs. 2020 Annual
Targets

Actual Shortfall
2020 Year | through May | through May
Category End Target* 2020 2020
Households
Treated 191,186 39,223 151,963
Therms
Saved 6,530,000 215,713 6,314,287

*Annual households treated goals and therms saved targets approved in Disposition of Advice
Letter 5325.
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Qs 5-7. Of the customers who were removed from CARE through the following processes, how many entered

arrears within the indicated timeframes? Please report each year separately and respond with the cumulative total
in each time frame. For example, a customer who was removed from CARE in September of 2017, and returned 5
months later, should be counted in both the "6 months" and the "1 year" columns for 2017 (columns B and C), but

not in columns D and E.

2017 2018

6 months 1 year I6 months 1 year
4. Non-response to
Recertification 42,823 52,218 44,835 55,492
5. Non-Response to
Post-Enrollment
Income Verification 3,287 4,168 2,295 11,1104
6. Non-Response to
High Usage
Verification N/A N/A| N/A N/A|




Q2-4. How many customers removed from CARE due to non-response returned to the program within the
indicated time frames? Please report each year separately, and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017, and returned 5 months later,
should be counted in both the "6 months" and the "1 year" columns for 2017 (columns C and D), but not in

columns F and G.

1. Non-Response to
Recertification

2. Non-Response to Post-
Enrollment Income
Verification (PEV)

3. Non-Response to High
Usage (HU) Verification*

2017 2018
Returned Returned Returned Returned
Total Removed in  within 6 within1 | Total Removed within 6 within 1
year months year in year months year
130,347 33,312 40,884 144,530 34,177 41,729
13,801 3,237 3,944 27,148 5,808 7,248
n/a n/a n/a n/a n/a n/a

* HU PEV applies to
electric corporations so
N/A for SoCalGas.
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(DATA REQUEST CARE-SCG-01)

RESPONSE 10:

SoCalGas uses the following variables to identify customers for PEV:

e Newly certified or re-certified CARE
e CARE appears on bill
¢ Fails CARE probability model threshold

The 21 variables SoCalGas uses in the CARE probability model to identify customers for
PEV are previously described in CalAdvocates/CalPA data request response #1 Table A from
July 2020. See excerpt of the variable table below.

CARE factor Variable Description

bill_amt Annual bill amount

hh_size PRIZM average HH size

prizm _yl1 PRIZM Life stage: young high income
prizm _y3 PRIZM Life stage: young low income
prizm _f4 PRIZM Life stage: family low income
prizm _ml PRIZM Life stage: mature high income
prizm _m4 PRIZM Life stage: mature low income
inc_el Income eligible enrollment

Auto_en Automatic enrollment

de_enroll Previously de-enrolled

enroll No. of days in CARE

SF Single family home

Fixed_Inc fixed-income customer




SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CARE-SCG-01)

Medi-Cal Medi-Cal under 65 participant

LIHEAP LIHEAP participant

WIC WIC participant

food_stamp Food Stamps participant

income PRIZM HH Medium Income

Pprls Paperless billing

ovd_ntc no. of overdue notices in the last 12 months
pay_ext no. of payment exlension in the last 12 months

QUESTION 11:

Please provide the post-enroliment income verification algorithm, including any spreadsheets
or code used to identify customers for post-enroliment income verification.

RESPONSE 11:

The following probability algorithm was developed by SoCalGas and is used to determine
which CARE customers are most likely to qualify for the program.?
n

Logit (P) = ay + Z a; (CARE factor);
Where -
P = probability of qualifying for CARE enroliment
n = number of factors in the model
The algorithm SoCalGas currently uses to determine the probability score is the logistic
regression model. See below.

X=
0.306

—0.00121 * bill_amt

2 SoCalGas Advice Letter 4537. September 3, 2013. pg. 10.
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+0.18979" hh_size
—0.12758 * prizm _y1

+ 0.30540* prizm _y3
+0.04413* prizm _f4
—0.08908 * prizm _m1
+ 0.14803* prizm _m4
-0.07511*inc_el

-0.37793*auto_en

+ 0.50616 *de_enroll
-0.02423*enroll
+0.35971*SF
+0.59544 Fixed_Inc
+ 0.40566* Medical
+0.07153* LIHEAP
-0.1536* WIC
+0.17717* food_stamp
—0.0000* income

—0.10504* pprls
-0.06388* ovd_ntc
+ 0.23685* pay_ext

P = exp(X)/(1+exp(X))

Customers are identified for post-enroliment income verification when the probability score is
less than 0.5.



ATTACHMENT 5:

Excerpt of SDG&E’s response to Cal Advocates’
Data Request, DR-CARE-SDGE-01



SDG&E Response to Public Advocates Office (Cal Advocates)
Data Request Dated November 9, 2021
Data Request No. Cal Advocates DR CARE-SDGE-01
Adam Buchholz: Public Advocates Office
Due Date: November 30, 2021

For questions 1-7, please use the attached spreadsheet “Cal Advocates DR-CARE-SDGEOQ1.xIsx” to
format responses.

1. How many SDGE customers were removed from CARE due to non-response to recertification in
2017 and 2018? How many of those customers returned to CARE within 6 months? How many
of those customers returned to CARE within 1 year? How many customers were removed from
CARE due to non-response to recertification in total in 2017 and 2018?

. Please report each year separately, and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017,
and returned 5 months later, should be counted in both the "6 months" and the "1
year" columns for 2017 (columns C and D), but not in columns F and G.

SDG&E Response:

Please see attachment ‘Attachment A’ for response.

2. Same as Q.1, but for non-response to PEV.
SDG&E Response:

Please see attachment ‘Attachment A’ for response.

3. Same as Q.1, but for non-response HU-PEV.
SDG&E Response:

Please see attachment ‘Attachment A’ for response.

4, Of the customers removed from CARE due to non-response to recertification in 2017 and 2018,
how many entered arrears within 6 months? Within 1 year?

. Please report each year separately and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017,
and returned 5 months later, should be counted in both the "6 months" and the "1
year" columns for 2017 (columns B and C), but not in columns D and E.

SDG&E Response:

Please see attachment ‘Attachment A’ for response.



SDG&E Response to Public Advocates Office (Cal Advocates)
Data Request Dated November 9, 2021
Data Request No. Cal Advocates DR CARE-SDGE-01
Adam Buchholz: Public Advocates Office
Due Date: November 30, 2021

5y Same Q.4, but for customers removed due to non-response to PEV.
SDG&E Response:

Please see attachment ‘Attachment A’ for response.

6. Same as Q.4, but for customers removed due to non-response to HU-PEV.
SDG&E Response:

Please see attachment ‘Attachment A’ for response.

7. For comparison, what percentage of non-CARE customers entered arrears in 2017-20197? Please
exclude those who were removed from CARE through recertification, PEV, or HU-PEV within the 12
months preceding the arrearage.

SDG&E Response:

Excluding customers who were removed from CARE through recertification/PEV/HU-PEV, 27% of non-
CARE customers entered arrears in 2018 and 29% of non-CARE customers entered arrears in 2019. The
percentage for 2017 cannot be provided because SDG&E only retains three years of credit data.

8. What percentage of CARE customers entered arrears in 2017-20197
SDG&E Response:

In 2018, 42% of CARE customers entered arrears. In 2019, 48% of CARE customers entered arrears. The
percentage for 2017 cannot be provided because SDG&E only retains three years of credit data.

Post-Enroliment Income Verification Algorithm

9. What variables does SDGE use to identify improvement in the algorithm used to identify
customers for post-enrollment verification?

SDG&E Response:

SDG&E has not identified specific variables to identify improvements to the algorithm for post-
enrollment verification.



SDG&E Response to Public Advocates Office (Cal Advocates)
Data Request Dated November 9, 2021
Data Request No. Cal Advocates DR CARE-SDGE-01
Adam Buchholz: Public Advocates Office
Due Date: November 30, 2021

10. What variables does SDGE use to identify customers for post-enrollment income verification?
SDG&E Response:

As ordered under D.12-08-044, SDG&E uses the following basic factors to identify customers for post-
enrollment verification:

e Energy Use

e Annual Bill Amount

e Household Size

e PRIZM or Zip Codes

e Enrollment Method

e Previous Customer Ineligibility
e Previous CARE De-Enrollment
e Length of CARE Enrollment

e Length Since Previous PEV

Following Commission approval of Advice Letter 2515-E/2224-G in November 2013, SDG&E
incorporated the following additional model factors for post-enrollment verification:

e Home Ownership

e Residence Type

e Neighborhood Characteristics
e CARE Program Characteristics

11. Please provide the post-enrollment income verification algorithm, including any spreadsheets or
code used to identify customers for post-enrollment income verification.

SDG&E Response:

SDG&E’s post-enrollment income verification algorithm and code used to identify customers for post-
enrollment income verification can be read in SDG&E’s Advice Letter 2515-E/2224-G located here, Link
(https://tariff.sdge.com/tm2/pdf/2515-E.pdf).

Forecast and Other Policies

12. How many SDGE customers will be subject to recertification over the next 12 months?



SDG&E Response to Public Advocates Office (Cal Advocates)
Data Request Dated November 9, 2021
Data Request No. Cal Advocates DR CARE-SDGE-01
Adam Buchholz: Public Advocates Office
Due Date: November 30, 2021

SDG&E Response:

SDG&E objects to this request as vague and ambiguous as to the information requested. Subject to and
without waiving the foregoing objection, SDG&E’s response interprets “SDGE customers” as “SDG&E
CARE customers.”

SDG&E estimates 114,405 CARE customers will be subject to recertification in the next 12 months,
beginning with December 2021.

13. How many customers does SDGE estimate will be subject to post-enrollment income verification
in the next 12 months?

SDG&E Response:

Pursuant to D.12-08-044, SDG&E was directed to perform CARE post-enrollment verification annually for
3-6% of the CARE population. Using this information and current CARE enrollment, SDG&E estimates
that a maximum of 19,827 customers may be subject to post-enrollment verification in the next 12
months, beginning with December 2021.

14. D.21-06-015 made changes to the threshold over which customers are selected for high usage
verification. If fewer customers are identified for high-usage verification in a given year, will SDGE
increase the number of customers subject to post-enrollment income verification?

SDG&E Response:

High usage verification is determined based on customer usage and does not affect the number of
customers selected for standard post-enrollment verification.

15. Are customers removed from CARE due to non-response to PEV back-billed to recover the CARE
discount?

e |f so, what is the average amount back-billed?
e |fthose customers return to CARE, is the back-billed amount returned to those customers?

SDG&E Response:

SDG&E does not back-bill a customer removed from CARE due to non-response to PEV.



SDG&E Response to Public Advocates Office (Cal Advocates)
Data Request Dated November 9, 2021
Data Request No. Cal Advocates DR CARE-SDGE-01
Adam Buchholz: Public Advocates Office
Due Date: November 30, 2021

END OF REQUEST



STATE OF CALIFORNIA Edmund G. Brown Jr., Governor
PUBLIC UTILITIES COMMISSION

505 VAN NESS AVENUE
SAN FRANCISCO, CA 94102-3298

Advice Letters:
2515-E/2224-G
2515-E-A/2224-G-A

November 20, 2013

San Diego Gas and Electric
Attention: Megan Caulson
Regulatory Tariff Manager

8330 Century Park Court, Room 32C
San Diego, CA 92123-1548

SUBJECT: SAN DIEGO GAS & ELECTRIC COMPANY'S PROPOSED CALIFORNIA
ALTERNATE RATES FOR ENERGY LONG TERM PROBABILITY
MODEL

Dear Ms. Caulson:

Advice Letters 2515-E/2224-G and 2515-E-A/2224-G-A are effective as of October 3, 2013.
Sincerely,

WW

Edward F. Randolph, Director
Energy Division



‘ Clay Faber - Director

Regulatory Affairs

8330 Century Park Court

I~ 4 San Diego, CA 92123-1548

Tel: 858.654.3563

)
A 6; Sempra Energy utility” Fax: 858.654.1788

cfaber@semprautilities.com

September 3, 2013

ADVICE LETTER 2515-E/2224-G
(U902-G)

PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

SUBJECT: SAN DIEGO GAS & ELECTRIC COMPANY’'S (SDG&E) PROPOSED
CALIFORNIA ALTERNATE RATES FOR ENERGY (CARE) LONG TERM
PROBABILTY MODEL

PURPOSE

The purpose of this filing is to provide SDG&E’s CARE long term model framework as directed
in Decision (D.) 12-08-044, Ordering Paragraph (OP) 95. Per the aforementioned decision, the
Investor Owned Utilities (IOUs) shall design a new long term probability model framework for
use in the CARE post-enrollment verification process. The new long-term modeling framework
is to be proposed through a Tier 2 advice letter that shall be filed with the Commission by
September 1, 2013." The model framework is to incorporate the basic factors required by the
Decision including: an optimal Post Enrollment and Post Re-certification Income Verification
rate tailored to SDG&E, to cost-effectively identify CARE Program enrollees who have the
probability of being ineligible in the program, while tailoring the model to SDG&E’s service
territory that takes into account the basic probability factors, populations and administration
costs.

BACKGROUND

On August 30, 2013, the Commission issued D.12-08-044, the final Decision on Large Investor-
Owned Utilities’ 2012-2014 Energy Savings Assistance (ESA) and California Alternate Rates for
Energy (CARE) Applications. Ordering Paragraph (OP) 89 directed the IOUs to immediately
begin the development of an interim targeted post enroliment and post re-certification income
verification stratified probability model (“Interim Model”) that incorporated basic factors as
provided in the Decision, as well as any other territory specific factors, as appropriate.

OP 90 required the 10Us to implement the Interim Model within 60 days of the Decision and to
closely track, monitor and review the data from the implementation of the Interim Model and
incorporate lessons learned into the design of its long term probability model for review by the
Energy Division (ED). In its long term probability model proposal each IOU must set forth
justifications based on the lessons learned during the Interim Model implementation.

! Because September 1 does not occur on a calendar business day, this Advice Letter is served timely on
September 3, 2013.
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SDG&E hired a consultant to review SDG&E’s current model and develop and implement an
interim model utilizing the requirements references above. The report, entitled Post-Enroliment
Verification Model for the SDG&E California Alternate Rates for Energy Program (referenced
herein as the “PEV Report”) is attached.

Pre-Decision 12-08-044 Probability Model

SDG&E'’s initial probability model was developed in 1991 by Regional Economic Research, Inc.
(RER). In 2005 and 2006, SDG&E worked with Itron, Inc. to review and update the initial PEV
model. The PEV model was updated to include the following factors (2006 PEV Model):

PRIZM Median Income = 66 PRIZM Codes with 66 corresponding incomes
Maximum Summer Monthly kWh usage (April 30 — September 30)

Single Family home Indicator of 1 = Yes or 0 = No

Home Ownership Indicator of 1 = Yes or 0 = No

The weights associated with the indicators were:

Step One: Logit(P) = 3.8313 — 0.0140 * PRIZM Median Income + 0.1428 * SF)
—0.0016 * MaxSumkWh — 1.3253 * HomeOwn

Step Two: P =2.718281828(LOGITP)

1+2.718281828(LOGITP

Additional information regarding the pre-2006 PEV model can be found in Section 2 of the PEV
Report.

SDG&E utilized the 2006 PEV Model from 2007 through October 2012. The resulting rates of
verification and the corresponding removal rate are provided in the table below.

Participants Participants % Dropped

Participants % of Dropped Dropped through

Program Requested Population (Due to (Verified as Total Random
Year to Verify Total no response) Ineligible) Dropped | Verification
2007 4,589 2% 3,182 410 3,592 78%
2008 4,335 2% 2,794 481 3,275 76%
2009 5,639 2% 3,399 270 3,669 65%
2010 6,379 2% 2,350 302 2,652 42%
2011 9,243 3% 4,434 1,113 5,547 60%
20122 7,862 3% 3,597 1,004 4,601 59%

Since the enroliment methods of customers requested to be verified, the number of customers
that eventually re-enrolled in the program after being removed from the program; the non-

2 Data from the 2006 PEV Model is through October 2012. The new verification rate was applied in

November 2012.
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response to PEV requests, and the corresponding subsidy savings from the development and
use of the model were not required for reporting, SDG&E does not have these data available.

Cost associated with development of the initial model developed in 1991, which included the
changes to the billing system to support the model, are not available. However, SDG&E did
incur cost of approximately $40,000 to update the model in 2006. Information technology (IT)
costs associated with the update were not tracked separately.

Interim PEV Model

D.12-08-044 (OP 89) required the development of an interim stratified probability model for PEV
selection, incorporating the following basic factors:

High Energy Use

Annual Bill Amount

Household Size

PRIZM or Zip Codes
Enroliment Method

Previous Customer Ineligibility
Previous CARE De-Enrollment
Length of CARE Enroliment
Length Since Previous PEV

SDG&E’s consultant reviewed SDG&E’s current model and developed and implemented an
interim model utilizing the requirements references above. The initial interim model developed
utilized a two-stage approach for verification. Factors included in the initial interim model are
listed below:

Stage One:

Usage

Home Ownership

Single family residence

200% of the poverty income threshold
Average household size

Stage Two
e Enroliment Method
e Household Program History

In mid-2013, as results for the interim model became available, the consultant utilized the data
received from the interim two-stage model to determine effectiveness and to update and revise
the model. Given additional data and experience with the interim model, it was determined that
a more effective and administratively more desirable one stage model could be developed. The
proposed one-stage model includes:
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Model Factors:

e Energy Use
Home Ownership
Residence Type
Neighborhood Characteristics
CARE program Characteristics

Details for both the interim models, including factor weights and lessons learned, are included in
the attached detailed report beginning in Section 4 page 10.

Beginning in November 2012 through July 2013, 5,851 customers were sent PEV requests. As
of mid-July, 1,265 customers were still within the 90 day response period. The remaining 4,586
customers had either responded or the 90 day response period had expired. Of the 4,586
customers, 1,571 (34%) were certified as eligible; 692 were certified as ineligible (15%); and
2,323 (51%) did not respond. There were 3,071 (67%) customers dropped from the program.
Of the customers removed for non-response, 90 customers (approximately 1.5%) were re-
enrolled in the program after submitting the required income documentation. Information based
on enroliment type is listed in the table below.

Enroliment Removed Non-
Method Eligible Ineligible Response
Household 54% 64% 61%
Public
Assistance 46% 36% 39%
PERCEN
Enrolliment Type T
Outreach Advisors 0.26%
DOOR TO DOOR 1.60%
Direct Mail 0.16%
Internet 28.59%
Late Renewal Application 7.00%
Outreach Strategies 1.69%
Phone Enrolliment 26.44%
SDGE General Outreach 23.74%
SDG&E Customer Contact
Center 7.55%
Third Party Contractor 2.51%
Third-Party Agency 0.46%
100.00%

SDG&E incurred approximately $95,000 in costs associated with the interim probability model.
These costs included the consultant cost to develop, analyze and update the model and IT cost
to modify the CARE database to support the interim solutions.
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Proposed Long Term Model

Based on the consultants’ findings, SDG&E recommends adoption of the single stage model
described above. However, SDG&E plans to continue to track and monitor the results from the
model’s implementation in order to continue to incorporate lessons learned. Additionally, the
consultant recommends SDG&E pursue tracking mechanisms for households that move and
establish service elsewhere, losing the link between the household and the application data
from the previous account. SDG&E will explore this modification but is unable to determine
when changes to the database will be completed. Detailed recommendations can be found in
the Final PEV Report in Section 9, page 22.

High Use Verification Process

Another potential factor to the long term probability model is the implementation of the CARE
High Usage Verification (HUV) process. SDG&E is currently in the process of implementing the
HUV process and has begun with small samples of customers exceeding 600% of baseline.
Eventually, SDG&E will verify 100% of those customers reaching 400% or 600% of baseline in
any given month, as directed in Ordering Paragraph 101 of D. 12-08-044. While the process
may not affect the PEV model factors, the characteristics of eligible households versus ineligible
households may be more clearly defined and may cause some modifications to weights of the
variables used in the PEV model.

Taking into account the high usage verification rate of 100%, SDG&E recommends setting its
verification index threshold between 0.35 and 0.45. SDG&E then will continue to randomly
select and verify customers at an annual rate not to exceed 6%, approved in D 12-08-044. This
represents approximately 18,000 customers annually. This recommendation is based on the
uncertainty the impacts the HUV process will have on the current model and subsequent
customers falling within the set index. SDG&E may adjust this level downward if subsequent
reviews by the utility and the consultant identify a lower level is sufficient when accompanied by
the HUV process.

For a randomly selected group of customers SDG&E would expect that approximately 22% of
the customers receiving a PEV request would be deemed income ineligible under the long term
probability model. In addition to the income ineligible customers, there will be a subset of the
randomly selected customers that will fail to respond. Therefore, the response rate is an
important unknown variable in trying to predict the overall percentage of customers that will be
deemed ineligible due to the PEV. In the absence of the new CARE HUV process, the
expectation would be that the proportion of non-responders would mirror the historical average
of non-responders. Let’'s assume that this value is 50%. Given that assumption, approximately
one-half of customers subject to verification/re-certification will fail to respond (approximately
30% are verified and 20% are income ineligible). Since HUV requirements will likely identify
(and ultimately eliminate) a large segment of non-responders, the proportion of non-responders
to the PEV will likely diminish. As the non-response proportion is unknown, data derived from
the implementation of the PEV modeling process will be closely tracked, monitored, and
reviewed and lessons learned incorporated into any re-design of the PEV model. SDG&E may
find that a lower verification rate will be suitable if the elimination of the high usage customers
impact the index level threshold set on the probability model.

SDG&E estimates cost for implementation of the long-term probability model to be
approximately $115,000 in IT costs, $45,000 in on-going data analysis, modeling
updates/improvements and re-estimation, and approximately $ 117,000 in operations cost to
maintain 6% verification rate.
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EFFECTIVE DATE

SDG&E believes this filing is subject to Energy Division disposition and should be classified as
Tier 2 (effective after staff approval) pursuant to GO 96-B. SDG&E respectfully requests that
this filing be approved on October 3, 2013, 30 days from the date filed, with an effective date
October 1, 2013.

PROTEST

Anyone may protest this Advice Letter to the California Public Utilities Commission. The protest
must state the grounds upon which it is based, including such items as financial and service
impact, and should be submitted expeditiously. The protest must be made in writing and must
be received no later than September 23, 2013, which is 20 days of the date this Advice Letter
was filed with the Commission. There is no restriction on who may file a protest. The address
for mailing or delivering a protest to the Commission is:

CPUC Energy Division
Attention: Tariff Unit

505 Van Ness Avenue
San Francisco, CA 94102

Copies of the protest should also be sent via e-mail to the attention of the Energy Division at
EDTariffUnit@cpuc.ca.gov. A copy of the protest should also be sent via both e-mail and
facsimile to the addresses shown below on the same date it is mailed or delivered to the
Commission.

Attn: Megan Caulson

Regulatory Tariff Manager

8330 Century Park Court, Room 32C
San Diego, CA 92123-1548

Facsimile No. (858) 654-1879

E-mail: MCaulson@semprautilities.com

NOTICE

A copy of this filing has been served on the utilities and interested parties shown on the
attached list, including interested parties in A.11-05-020, by providing them a copy hereof either
electronically or via the U.S. mail, properly stamped and addressed.

Address changes should be directed to SDG&E Tariffs by facsimile at (858) 654-1879 or by
email to SDG&ETariffs@semprautilities.com.

CLAY FABER
Director — Regulatory Affairs
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CARE Post-Enrollment Verification Model

1. Background

San Diego Gas and Electric (SDG&E), as well as the other investor owned California electric
and gas utilities, operates a California Alternate Rates for Energy (CARE ) program. The CARE
program provides a discount off energy bills for limited income customers. In order to be eligible
for the program a customer’s total household income before deductions (wages and salaries,
interest or dividends, unemployment benefits, social security, etc.) must be at or below 200% of
the federal poverty level, which is based on the number of persons in the household. The specific

guidelines for the study period (2012-2013) are provided in Table 1 below.

Table 1
CARE Program Qualification Thresholds
Household Size | Maximum Combined Annual Income

$22,340
$30,260
$38,180
$46,100
$54,020
$61,940
$69,860
$77,780
$85,600
$93,520

OR[N N[ W[ -

.
<

Customers may satisfy the income requirements in one of following two ways: (1) the
Categorical Eligibility and Enrollment process allows customers to enroll in the CARE Program
through an expedited process if the applicant is enrolled in one of several approved low income
programs that has already verified the applicant's income; or (2) the self-certification process
allows the CARE applicants to enroll by attesting to their income eligibility. In both instances,
income verification occurs after enrollment and that verification process is labeled Post
Enrollment Verification. In addition, enrollees must self-recertify their continued program
eligibility to renew their enrollment at mandated intervals and the renewed enrollees may be
subject to post re-certification income verification (referred to as Post Re-certification Income

Verification).
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The primary issue with both the categorical enrollment and self-certification processes is that
CARE subsidies may be diverted from legitimate CARE eligible customers and ratepayers to
potentially ineligible households. This could occur either because programs on the Categorical
Eligibility and Enrollment Program have eligibility requirements that do not align with the
CARE eligibility requirements (in terms of what counts as income to qualify or if the income of
all people residing in the residence is used to determine income eligibility) or individuals may
misrepresent their income. There are several potential solutions for overcoming this difficulty
and ensuring that CARE subsidies are received by legitimately eligible customers. For example,
SDG&E could income verify 100% of the CARE applicants. This approach would insure
conformance with the program guidelines but could be prohibitively expensive and possibly
discourage eligible customers from applying. Alternatively, SDG&E could employ a
probabilistic model that would identify those CARE enrollees that are most likely to be ineligible
for CARE benefits and subject them to verification. This stratified probability modeling and
sampling, wherein the strata are defined by member’s shared attributes, can yield similar results
to the 100% verification rate but at significantly lower cost. In fact, in Decision 12-08-044 the
California Public Utilities Commission (CPUC) has mandated that the investor owned utilities
begin immediate development of a targeted Post Enrollment Verification and Post Re-
certification Income Verification probability model by incorporating the following basic factors

(CPUC, 2012):

e Indicators of high energy use

e Annual bill amounts

e Household size

e Location indicator such as PRIZM or ZIP code

e CARE Enrollment method (e.g. categorical or self-certify)

e Previously indicated customer ineligibility for the CARE program
e Customers previously de-enrolled from the CARE Program

e Length of CARE Program Enrollment

e Length of time lapse since previous income verification
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This report is in response to the CPUC directive. Specifically, in the following sections we: (1)
provide a review of previous post enrollment verification (PEV) probability models used by
SDG&E; (2) describe our empirical strategy for addressing both data limitations and the
constraints imposed by the CPUC directive; (3) describe and summarize data used in the
probability model estimation; (4) provide the model estimation and verification results (summary

statistics, regressions, robustness tests); (5) and offer final recommendations.

2. Previous SDG&E Post Enrollment Verification Models

The original SDG&E PEV Model was developed in 1991 by Regional Economic Research to
identify likely ineligible households for the Low Income Rate Assistance (LIRA) program, the
precursor to the CARE program. The regression model utilized data from the MIRACLE X
home energy survey, the 1980 census, and the SDG&E master file. In the model’s final form the
household’s probability of qualifying for LIRA (based on self-reported income and household
size from the MIRACLE X home energy survey) was dependent on home ownership, electricity
usage, and the socioeconomic character of the household’s neighborhood as measured by the

percentage of households that qualified for LIRA.

The PEV model was updated in 2001, 2006, and 2012. The 2001 update included two minor
changes: (1) the neighborhood was characterized using a MicroVision code developed by
Claritas rather than the percent that qualify for LIRA, which was based on the 1980 census; and
(2) the regression specification included an additional explanatory variable, the number of years
the household had been in residence. The resulting model performed quite similarly to the
original, although the estimated regression coefficients showed substantial changes compared to

the original.

The next iteration of the SDG&E PEV model was completed in 2006 by Itron, Inc. This update
used data from the Residential Appliance Saturation Study (RASS 2006). Household CARE

qualification was determined by survey self-reported income and household size, thereby

minimizing the potential problem associated with misrepresented income data. The RASS data
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were combined with energy usage information from the SDG&E master file and characteristics
of the household’s neighborhood, which was obtained from Athens Research. CARE eligibility
was dependent on electricity usage, home ownership, type of household (single or multi-family),
and the median income or percent of households below 200 percent of the poverty level in the
surrounding neighborhood. The update also included a failed attempt to use CARE program data
only — the modeling could not differentiate between real non-eligible households and households

that did not provide income data (this issue is discussed in greater detail below).

The 2006 update was used in the following manner. Periodically, a group of CARE participants
were selected using a random sampling approach. The characteristics of these randomly selected
households were combined with the coefficients of the estimated PEV model to create a
predicted probability of being CARE eligible for each household. Households that have
predicted probabilities above some threshold were deemed to be eligible and were allowed to
remain on the CARE program until their next evaluation (i.e., these households are essentially
verified or re-certified by the PEV). Households with low predicted probabilities were subject to
the post-enrollment verification and/or recertification process. If a household provided the
necessary documentation to a verification inquiry and satisfied the CARE program guidelines
(see Table 1 above) then it was declared verified/re-certified and remained on CARE.
Households that failed to respond (the vast majority of subsequent non-qualifiers) or did not

meet program guidelines were removed from CARE.

All available evidence, including model validation and the historical record, suggests that the
previous PEV models performed as expected in that SDG&E was able to target post enrollment
verification and re-certification toward households that were more likely to be non-qualifiers for
the CARE program, resulting in administrative cost savings. However, the 2006 version of the
PEV did not satisfy the directive from the CPUC because it did not include many of the variables
(e.g., CARE enrollment method, previous ineligibility, previous de-enrollment, length of
enrollment, income verification history, etc.) mandated for the next generation probability
model. Furthermore, the PEV model developed by Itron, Inc. (2006) relied on survey responses
from the 2003 RASS survey and neighborhood demographics from the 2000 census, which may

no longer accurately reflect the demographic composition of neighborhoods. Since the
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development of the 2006 PEV model, more recent data such as 2009 RASS survey data, the
2006-2010 American Community Survey data, and the 2010 US census data have become

available, enabling the development of a revised model.

The RASS 2009 version has the requisite data to enable households to be identified as qualifying
for CARE and not qualifying for CARE because the survey includes both household income and
household size information. The self-reported income and household size data in the RASS
survey may be measured with error but there is no expectation of any systematic bias since there
is no explicit reward for misrepresentation as would be the case if one used CARE application
information related to these variables. This is the reasoning behind the use of RASS data in the

2012 version of the PEV model.

However, the CPUC directive, which is focused on the identification of illegitimate CARE
participants, produces a fundamental dilemma since the RASS survey does not allow the direct
observation of income misrepresentation— rather one observes whether or not the household
would qualify for CARE. That is, the explanatory variables for CARE qualification helps to
explain eligibility, not misrepresentation of income. Obvious candidates for independent
variables that explain CARE eligibility are both individual-level (energy usage, home ownership,
type of home, etc.) and group-level (income or education level in surrounding neighborhood).
These variables are specified in the CPUC directive. But the CPUC list also includes variables
that help to explain deliberate misrepresentation of income (enrollment via self-certification v.
categorical, time on the CARE program, previous de-enrollment, etc.) that are inappropriate for
explaining CARE qualification. Therefore, the 2012 update developed by Brunner, et al
employed an empirical strategy different from that used in previous PEV modeling. In addition,

the update was designed to both meet the CPUC guidelines and to include more recent data.
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The 2012 update used a two-phase estimation procedure. First, the RASS qualification data,
combined with individual-level and group-level information was used to estimate an updated
PEV model similar in structure to the previous editions. This first stage model took the following

form:

Probability(Qualify) = Logit(P)

= f(energy use, home ownership,residence type,neighborhood characteristics)

where Qualify is a binary variable representing the household’s CARE qualification status based
on RASS survey information of income and household size (see Table 1). The dependent
variable, Probability(Qualify), was transformed using the logistic transformation. The individual-
level variables home ownership and residence type were from the RASS survey whereas energy
use was derived from the SDG&E Customer Master File and merged with the RASS data.
Maximum Summer kWh was selected as the preferred measure of energy use but alternative
measures such as annual energy use or use above some explicit threshold produced similar
results. The neighborhood characteristics were selected from the 2006-2010 American
Community Survey and the 2010 US Census. A variety of neighborhood characteristics were
used to test the sensitivity of the estimates. Note that at this stage that variables designed to

explain deliberate misrepresentation of income were not included.

The estimated model, combined with the characteristics of the CARE program participants, was
used to generate a predicted probability of qualifying for each CARE household. Specifically,
each CARE participant’s attributes were substituted into the estimated equation, multiplied by
the estimated coefficients, and converted into a predicted probability. The final part of the
calculation took the following form:

elogit(d)

Predicted Probability(Qualify) = T ¥ ologi®

These estimated probabilities ranged in value from zero to one and represented the likelihood

that each household was CARE eligible. For example, consider a household that had the

following attributes: (1) maximum summer electricity usage = 400 kWh; (2) residence = multi-
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family building; (3) home = not owned by occupant; and (4) neighborhood mean income =
$50,000. The predicted probability for this household was 53.5%. Note that the average
probability of qualifying for the CARE program is approximately 20.7%. So this example
household very likely qualified for CARE. Alternatively, a household at the other end of the
spectrum characterized by: (1) maximum summer electricity usage = 800 kWh; (2) residence =
single family; (3) home = owned by occupant; and (4) neighborhood mean income = $90,000
had a predicted probability of 11.5%. In effect, households deemed unlikely to be CARE eligible
would be natural targets for post-enrollment verification. In other words, these probabilities
represent the likelihood that an individual household is misrepresenting their income and taking

advantage of the system.

Given these indirect measures of income misrepresentation, the second step was to regress these
estimated probabilities against the remainder of the CPUC variable list — the variables that relate
directly to the probability of income misrepresentation (CARE enrollment method, previous
ineligibility, previous de-enrollment, length of enrollment, and income verification history). This
secondary regression yielded estimates of the magnitude and significance of variables commonly
thought to be of importance in describing potential illegitimate behavior and took the following

form:

Predicted Probability(Qualify) = f(enrollment method, household program history).

The second stage modeling was a departure from previous versions of the PEV model and was
necessitated because the CPUC mandated that variables of interest which were potential
indicators of income misrepresentation rather than CARE qualification (the subject of stage one
modeling), be included in the analysis. The empirical results indicated that the CPUC was correct
in its anticipation that these historical measures would be significant indicators of CARE
eligibility. These results had important implications for implementation of a post-enrollment

verification model.

Implementation of the model proceeded as follows.

e A random sample of CARE participants for possible income verification was selected.
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e The predicted probability of CARE eligibility was calculated for each of the households
in the random sample using the first stage probability model.

e Households with predicted probabilities below some threshold were subject to
verification process.

e Households with predicted probabilities above the threshold, those that would have been
automatically verified in the previous version of the process, were then subject to a

second evaluation using the second stage model.

Evidence collected over the period November 2012 — July 2013 suggested that the two stage
process was operating effectively and that households with a greater likelihood of being
ineligible were being identified and culled from the system. However, the two stage approach
had some specific problems. First, the approach relied on an external survey (RASS 2009)
wherein CARE qualification was based on self-reported income and household size, which may
be subject to both bias and possible misrepresentation. Obviously, verified income and
household size constitute the preferable alternative. Second, the CPUC mandated variables
directed at income misrepresentation could only be included in a round-about manner which
obscures their relative importance to the explanation of CARE eligibility. Third, the two stage
process caused an undue increase in administrative burden. Therefore, we re-examined the
quality/quantity of internal SDG&E data to see if the development of a one stage model was

possible. This is the subject of the remainder of the report.

3. Post Enrollment Verification Model Update — Data Issues

The implementation of the empirical strategy specified below requires a source of data that
includes both CARE eligible and CARE non-eligible households. That is, in order to accurately
identify households that are most likely to be misrepresenting their income one needs
information on both legitimate and illegitimate CARE participants and their corresponding
attributes. One data option is to use only CARE program data (internal to SDG&E). This data set
includes all verified customer characteristics (e.g., income, household size, home ownership,
enrollment history, etc.) as well as a determination of eligibility/ineligibility corresponding to the

verification and/or re-certification process.
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Itron, Inc. demonstrated in its 2006 report that this source of data (CARE program only) was not
a viable alternative because: (1) the sample size of households that failed to satisfy the income
requirements was too small; and (2) the vast majority of households deemed ineligible were due
to non-response, a group that could include both qualifying and non-qualifying households. This
second issue was especially problematic because households that failed to meet income
requirements could not be separated from those households that failed to provide income
documentation in response to an attempt at verification and/or re-certification, thereby confusing

any attempt at empirical estimation.

However, this data source has improved dramatically over the intervening years in that codes
were added to identify the specific reasons why individual households were deemed ineligible
(e.g., failed to respond, exceeded income limit, etc.) and the relevant sample sizes have increased
to allow efficient estimation. Thus, we decided to utilize this source of data and develop a one
stage model. Note that a primary advantage of this data is that all household characteristics,

especially income, are verified (not self-reported) through the verification process.

4. Post Enrollment Verification Model Update — Empirical Strategy

Estimation of the PEV using only CARE program data allows us to combine the two stage model
discussed above into a one stage model that incorporates individual level, group level, and
CARE program specific variables in an attempt to explain being eligible or ineligible for CARE.

The model takes the following form:

Probability (Eligible)=Logit P=f (energy use, home ownership, residence ty pe,

neighborhood characteristics, CARE program characteristics)

where Eligible is a binary variable representing the households CARE eligibility status based on
the verification process and all individual level independent variables, with the exception of
energy use, are taken from the CARE program data base. The variable energy use is measured as

Maximum Summer Usage and was derived from the SDG&E Customer Master File and merged
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with the CARE program data. The neighborhood variables either conform to census
neighborhoods or PRIZM areas. The dependent variable, Probability(Eligible), was transformed

using the logistic transformation.

The probability that a household is eligible for the CARE program is determined by substituting
CARE participant’s attributes into the estimated equation, multiplying by the estimated

coefficients, and calculating

eLogit(p)

Predicted Probability(Qualify) = T 1 olosii®

These estimated probabilities range in value from zero to one and represent the likelihood that

each household is CARE eligible.

5. Post Enrollment Verification Model Update — Data Specifics

The CARE program data base contains information on approximately 1.4 million accounts.
However, approximately three quarters of these accounts are inactive. In addition, some accounts
are missing important information such as home ownership or eligibility status and some
accounts do not have currently available energy usage. Eliminating these observations and
accounting for other data discrepancies yields 33,766 usable data points (see Table 2 below for

the complete attrition analysis).
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Table 2
Sample Attrition Analysis
Sample Customer Count

Original SDG&E CARE Master File Sample 1,374,016
Less Inactive Accounts 355,630
Less Missing Energy Usage Data 319,902
Less Missing Home Ownership Data 308 412
Less final CARE Status is NOT Certified or Ineligible 43,805
Less final CARE Status is NOT Certified or Ineligible due to Income

.. 33,799
Exceeds Program Limit ’

As indicated above, the dependent variable in the analysis is the household’s final CARE
eligibility status, of which there are two possibilities: (1) the household meets the income
threshold and is declared “eligible” after verification; or (2) the household fails to satisfy the
income threshold and is declared “ineligible.” Note that the ineligible group does not include
households that fail to respond to verification or were deemed ineligible due to some non-income

reason.

To explain eligibility we constructed a number of individual- and neighborhood-level variables
to implement the empirical strategy outlined above (see Table 3 for full definitions). Those
variables are: (1) home ownership from the CARE program data base; (2) energy use from the
SDG&E Customer Master file; (3) median household income in the neighborhood as defined by
PRIZM location; and (4) the fraction of the households in the neighborhood that have incomes at
or below 200% of the poverty level, the fraction of the neighborhood that has a high school
diploma or less education, and the mean household income, the median gross rent, and the
average household size in the neighborhood. Note that for these census variables neighborhood
refers to either 2010 block groups, or census tracts depending on the variable definition (see
Table 3). Based on the geographical boundaries of the 2010 census, the SDG&E service territory
has 1,996 block groups, and 698 census tracts. The data are merged by premise identification
location for each CARE program participant. The merging exercise produced an important by-
product of our research. Specifically, we geocoded all premise IDs in the SDG&E service

territory, allowing accurate assignment of the premise IDs to each census designation.
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Summary statistics for the dependent variable and the set of explanatory variables, subdivided by
CARE eligibility status, are provided in Table 4. The mean of each variable is presented for each
sub-group, with the corresponding standard deviations in parentheses. As is illustrated,
approximately 22.0% of the 33,799 households in the CARE program data set are ineligible for
the CARE program based on verified income and household size. A brief inspection of the
summary statistics reported in Table 4 reveals that households whose income exceeded the
CARE Program limit and were therefore found to be ineligible for the program tend to be: 1)
significantly more likely to be homeowners: 2) have higher energy use: 3) live in higher income
neighborhoods: and 4) live in neighborhoods with more highly educated households. In addition,
households that self-certified income on the original application and signed up via the internet
are more likely ineligible. Also note that data on how the application was received is missing for

9,250 customers (8,195 CARE eligible customers and 1,055 CARE non-eligible customers).

Page 13



¥1 98ed

dnoin pIoyasnoy Jod sjuapisay] Jo JoquinN o5eIoAy SOV 0102 JZIS PIOYISNOH JIFBIIAY
yoo[g snsua)
dnoiny | ssoT 1092139 [00Y0S YSIH & Yam I9p[Q 10 S 23y uonendod jo uonoes| SOV 0102 SS9
yo0[g Snsua) 10 ewopdiq [00YdS YSIH uondeiy
10BI], SNSUY)) SIUN) [eIUDY JO JUY SSOID) UBIPIN SOV 0102 JUIY SSO.ID) URIPIIA
dnoip (S000°01$) Swodu[ P[OYasnOH UBIPIA SOV 010¢ QUIOOU] PIOYOSNOH UBIPIJA
yoo[g snsua)
dnoin ourg A119A04 JO 2,007 Mo[og Jo 1e uonendod Jo uonoes,| SOV 0102 PIOYS3aY [,
yoo[g snsua) £)13A0 JO %, (007 MO[Og UondILI]
BaIy INZIdd SWOOU] PJOYISNOH UBIN UIS[AIN Jwodu]
PIOY3SNOH UeBIPIJAl NZId
[enpiaipuy 9SIMIOYIO () = ‘Surssiu st ejep uonedrdde Jj1 | = uoneorddy uonedddy payurjun
JdVO d%DdS
[enpIArpuy 9SIMIYIO uoneorddy AJaed payl,
= ‘Aoualy 1o 1030e1u0)) Aled pay] Aq uonedrjdde poAdarjI | = TAVD 420dS
[enpIAIPU] ISIMIAYIO () = ‘WAISAS Aq uoneorjdde paA1adaIJI [ = uoneorddy 1s9nbay 1ud)
J4VO d2OdS 18D Jwoisn) O (S = WIISAS
[enpIAIPU] asIMIdY)O () = ‘duoyda[a ] Aq uonesrdde paAlddaIjI | = uoneorddy duoyddpag,
J4VO d2OdS
[enpIAIpU] ISIMIAYIO () = ‘Sa1391e:S yorann() Aq uonedrdde paAIddarji | = uoneorddy $3139)e.0)S YorvdIINQ
JAdVD d%2OdS
[enpIAIpU] asIMIdY)O () = ‘uonedlddy 9jeT Aq uonesrdde paA1addI I | = uoneorddy uonedddy [emaudy e
JAdVD d%2OdS
[enpIAIpU] ASIMIAYIO () = JouINU] Aq uonedrjdde paAIddaIjl | = uoneorddy FELTREINT |
JAdVD d%2OdS
[enpIAIpU] ASIMIAYIO () = “[IRIA 30211 Aq uonedsrjdde paA1adaIJI [ = uoneorddy [TBIA 393J1(q
JdVD d2OdS
[enpIAIpuy 9SIMIAYIO () = ‘J0O(] 03 J00(J 10 J0SIApY Aq uonedrdde paa1adarji [ = uoneorddy 100(J 0} 100(]
JdVD d2OdS
[enpIAIpu] [€9110393€9 JI () = “QWOJUI UO PIseq PA[[OIud JI [ = uoneorddy uondQ
TIVD d29DAS | dwodu] pjoyasnoy eiA dp) pausig
[enpIAIpUf (S001) HA Y Jowwung wnwixep 420dS HAA Puwng wnuwixejA
[enpIAIpuy 9SIMIAY)O () = “JOUMOIWOH JI | = 420dS JIUMOIWOH
[enpIAIPU] 9[qISIF-uou YV J1 0 = 9[QIST TIVI I | = 4%Dds AqI3IA
JUIWAINSBIA uonmuyaq 3dInog dqerie A
jojun

[9POJAl UONEDYLIA A JUIW[[0IUF-)SOJ dY) 10} SUODIUIJI( AqEIIEA

£9[qeL

[9POJAl UOLEIYLII A JUIW[OIUF-)SOJ YV
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Table 4

Summary Statistics for Post Enrollment Verification Model

Variable CARE Eligible Care Non-Eligible
Number of Households 26,359 7,440
Homeowner 0.300 0.692
(0.458) (0.461)
Maximum Summer KWH 541 710
(414) (539)
Self-certify Household Income Option 0.485 0.883
(0.499) (0.321)
Signed Up Via Door to Door 0.040 0.013
(0.196) (0.113)
Signed Up Via Direct Mail 0.003 0.007
(0.051) (0.081)
Signed Up Via Internet 0.146 0.424
(0.353) (0.494)
Signed Up Via Late Renewal Application 0.037 0.023
(0.188) (0.150)
Signed Up Via Outreach Strategies 0.031 0.006
(0.174) (0.079)
Signed Up Via Telephone 0.184 0.252
(0.387) (0.434)
Signed Up Via SDG&E Customer Call
Center Request 0.232 0.050
(0.422) (0.218)
Signed Up Via Third Party 0.081 0.009
(0.272) (0.095)
PRIZM Median Household Income 50,226 64,668
(21,956) (23,397)
Median Household Income 57,760 72,035
(26,682) (29,351)
Fraction Below 200% Poverty Threshold 0.366 0.251
(0.214) (0.168)
Median Gross Rent 1,258 1,433
(374) (397)
Fraction High School Diploma or Less 0.430 0.322
(0.209) (0.172)
Average Household Size 2.882 2.747
(0.725) (0.661)
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6. Post Enrollment Verification Model Update — Regression Results

The estimated logistic regression results for the empirical model are presented in Table 5. The
dependent variable is a binary variable that takes a value of one if the household is eligible for
CARE and zero if the household is ineligible because it exceeds the income limit. Coefficient
significance is indicated by the following code: * significant at the 10% level; ** significant at
the 5% level; and *** significant at the 1% level. Standard errors are in brackets beneath the
estimated coefficients. Also note the number of observations vary slightly across specifications

due to missing census data.

Three specifications are presented in Table 5. The preferred model is Model 1, which uses the
PRIZM income as the sole neighborhood indicator. This model has the highest likelihood ratio
test which is a test of the hypothesis that all the coefficients are jointly equal to zero. A higher
likelihood ratio test statistic indicates a greater rejection of the null that the coefficients are
jointly equal to zero. A negative (positive) coefficient means the household is less (more) likely

to be eligible.

All of the model specifications include twelve individual-level explanatory variables (Maximum
Summer kWh Usage, Home Ownership, various CARE program enrollment possibilities, and an
indicator if the CARE account application was missing), and a varying set of group-level
neighborhood attributes. The variability in the neighborhood attributes produces the three
specifications shown in Table 5. In all specifications the individual-level variables Summer kWh
Usage and Home Ownership are significantly different from zero and have the expected
relationship to the dependent variable. Specifically, households that are characterized by home
ownership and relatively high energy usage are more likely to be ineligible. Similarly, all
neighborhood variables perform as expected in both significance and relationship to the
dependent variable. Thus, households located in neighborhoods with smaller family sizes,
smaller concentrations of less educated households, higher concentrations of high income

households and higher housing costs are less likely to qualify for the CARE program.
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Table 5

Post-Enrollment Verification Models

Dependent Variable = Binary Indicator for CARE Eligibility

Variable 1) 2) 3)
Homeowner -1.461%%* -1.505%%** -1.528%***
[0.035] [0.035] [0.036]
Maximum Summer KWH -0.029%** -0.034%** -0.039%*%*
[0.003] [0.003] [0.004]
Self-certify Household Income Option -2.186%** -2.163%#* -2.146%**
[0.047] [0.047] [0.048]
Signed Up Via Door to Door -0.006 -0.026 -0.102
[0.131] [0.131] [0.133]
Signed Up Via Direct Mail -1.276%** -1.223%%* -1.201***
[0.245] [0.246] [0.247]
Signed Up Via Internet -1.399%** -1.409°%** -1.417%%*
[0.049] [0.049] [0.050]
Signed Up Via Late Renewal Application 0.840%*** 0.827%*** 0.78]%***
[0.104] [0.104] [0.106]
Signed Up Via Outreach Strategies 0.609*** 0.579%** 0.487%**
[0.179] [0.179] [0.182]
Signed Up Via Telephone -0.722%%%* -0.739°%** -0.731%**
[0.051] [0.051] [0.052]
Signed Up Via SDG&E Customer Call
Center Request 1.276%** 1.260%** 1.243%**
[0.070] [0.070] [0.072]
Signed Up Via Third Party 0.726%*** 0.687*** 0.652%**
[0.148] [0.148] [0.150]
Unlinked Application -1.304%%* -1.299%** -1.317%**
[0.065] [0.065] [0.066]
PRIZM Median Household Income -0.120%**
[0.007]
Fraction Below 200% of Poverty
Threshold 1.297%** 0.625%**
[0.091] [0.135]
Fraction High School Diploma or Less 0.386%**
[0.150]
Average Household Size 0.149%**
[0.032]
Median Gross Rent -0.227%**
[0.056]
Constant 4.640%*** 3.606%*** 3.608***
[0.074] [0.072] [0.118]
Likelihood Ratio Test 10,537 10,485 10,193
Observations 33,760 33,757 32,867
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Next consider the CARE program specific variables, which have very large explanatory power
and are significant predictors of eligibility. As shown in Table 5 households that self-certify their
income on the original application, compared to households that are categorically qualified, are
significantly more likely to be ineligible. Households that use the internet or telephone to apply
for the program, compared to households that use third parties or application requests from
SDG&E’s Customer Contact Center, are more likely to be ineligible. Finally, households with
unlinked applications (essentially households that have moved during their CARE program

experience) are more likely to be ineligible.

7. Post Enrollment Verification Model Update — Marginal Effects

The regression results reported in Table 5 identify which factors have a statistically significant
effect on CARE program eligibility and the direction of that effect. They do not, however,
identify the marginal effect of a change in any given attribute on CARE program eligibility rates.
Consequently, in Table 6 we report how changes in the individual attributes affect CARE
program eligibility rates using the logit models presented in Table 5. All marginal effects are
calculated at the mean of the independent variables. As in Table 5 the dependent variable is
binary indicator for CARE eligibility, standard errors are in brackets, and *, ** and *** indicate
significance at 10,%, 5%, and 1%, respectively. Finally, the number of observations across

specifications varies slightly due to missing census data.

A brief inspection of Table 6 reveals several interesting observations. First, Home ownership has
a sizeable effect on CARE program eligibility in the SDG&E service area. Specifically, home
ownership reduces eligibility by nearly 20 percent. Second, energy usage has a relative small
impact on eligibility (e.g., an increase of 100 kWh/month in maximum summer energy usage
decreases eligibility by approximately 0.3%). Likewise, a $10,000 change in PRIZM median
income reduces eligibility by only 1.4%. Third, the CARE program specific characteristics have
surprisingly large impacts on eligibility. In fact, they swamp the income and energy usage
effects. For example, the income self-certification option (compared to categorical enrollment)
reduces eligibility by 28 — 29 percent. Likewise, signing up via the internet or direct mail

strongly increases the likelihood that the household is ineligible by 22 percent. And those
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households with a unlinked application (individuals who have moved over their CARE history)

are approximately 18% more likely to be ineligible.

Table 6
Post-Enrollment Verification Model Marginal Effects
Variable 1) 2) 3)
Homeowner -0.193%%** -0.199%** -0.199%**
[0.005] [0.005] [0.005]
Maximum Summer KWH -0.003%** -0.004%** -0.004%**
[0.001] [0.001] [0.001]
Self-certify Household Income Option -0.291%** -0.287%** -0.279%%**
[0.007] [0.007] [0.007]
Signed Up Via Door to Door -0.001 -0.003 -0.012
[0.015] [0.015] [0.016]
Signed Up Via Direct Mail -0.221%** -0.208%** -0.199%**
[0.056] [0.055] [0.054]
Signed Up Via Internet -(0.222%** -(0.224%** -0.22]%**
[0.010] [0.010] [0.010]
Signed Up Via Late Renewal Application 0.072%** 0.071%*** 0.066%***
[0.006] [0.006] [0.007]
Signed Up Via Outreach Strategies 0.056%*** 0.054%*** 0.045%**
[0.013] [0.013] [0.014]
Signed Up Via Telephone -0.100%*** -0.102°%*%* -0.098%**
[0.008] [0.008] [0.008]
Signed Up Via SDG&E Customer Call Center Request 0.105%*** 0.104%*** 0.100%***
[0.004] [0.004] [0.004]
Signed Up Via Third Party 0.065%*** 0.062%*** 0.058%**
[0.010] [0.010] [0.010]
Unlinked Application -0.186%*** -0.184%** -0.183%**
[0.011] [0.011] [0.011]
PRIZM Median Household Income -0.014%**
[0.001]
Fraction Below 200% of Poverty Threshold 0.148*** 0.070%***
[0.010] [0.015]
Fraction High School Diploma or Less 0.043**
[0.017]
Average Household Size 0.017%***
[0.004]
Median Gross Rent -0.025%**
[0.006]
Observations 33,758 33,755 32,865
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Consider the results presented in Table 7. An alternative way to present the marginal effects is to
show how the probability of being CARE eligible changes as a given variable changes, holding
other variables at their mean values. For zero-one dichotomous variables (e.g., home ownership)
this calculation is straight forward. However, there are two situations for which the procedure is
slightly more complicated. First, for the continuous variables (PRIZM Median Household
Income and energy usage) we examine a change from the 10™ percentile to the 90™ percentile
rather than a change from zero to one. Second, variables that indicate how the application was
received (e.g., internet, direct mail, etc.) cannot all be evaluated simultaneously. In these cases,
when a given indicator is set to one the indicator for a unlinked application is set to zero and all
other indicators for how an application was received are also set to zero. Thus, the predicted
probability of 0.835 shown in third column corresponds to the probability of being CARE
eligible for a customer whose application was received by SDG&E system (the omitted group).
Also note that the predicted probability of being CARE eligible at the mean of all variables is
0.779.

Home ownership, self-certifying, signing up via the internet or telephone, and having a unlinked
application (indicator of moving) have large negative impacts on eligibility. On the contrary
households that sign up via a request from SDG&E Customer Contact Center or through
outreach strategies or third parties are more likely eligible. Surprisingly, variation in
neighborhood income or household energy use has a small effect on CARE eligibility. This latter
result is inconsistent with the previous versions of CARE post-enrollment verification models.
For example, in the 2006 Itron, Inc. update median household income was approximately twice
as important compared to the results in Table 7. Likewise energy usage as measured by
Maximum Summer kWh was roughly ten times more important in the Itron, Inc. model. This
demonstrates the importance of evaluating a larger set of explanatory variables, especially those

variables that are directly linked to income misrepresentation.

Table 7
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Post-Enrollment Verification Model Marginal Effects

Variable Yes No Difference
Homeowner 0.675 0.863 -0.188
Self-certify Income Household Income Option 0.679 0.923 -0.244
Signed Up Via Door to Door 0.834 0.835 -0.001
Signed Up Via Direct Mail 0.674 0.835 -0.161
Signed Up Via Internet 0.656 0.835 -0.179
Signed Up Via Late Renewal Application 0.907 0.835 0.072
Signed Up Via Outreach Strategies 0.890 0.835 0.055
Signed Up Via Phone 0.750 0.835 -0.085
Signed Up Via SDG&E Customer Call Center 0.934 0.835 0.099
Signed Up Via Third Party 0.899 0.835 0.064
Unlinked Application 0.670 0.835 -0.165

10" Percentile | 90™ Percentile Difference
PRIZM Median Household Income 0.823 0.736 0.087
Maximum Summer KWH 0.794 0.763 0.031

8. Post Enrollment Verification Model Update — Implementation

The estimated model is implemented in the following manner.

Select a random sample of CARE participants.
Calculate the predicted probability of eligibility using the one of the models specified in
Table 5. In effect, substitute each CARE participant’s attributes into the estimated

equation, multiply each characteristic by the estimated coefficients (Table 5), and convert

eLogit(p)
1+elogit(p)

into predicted probability using Predicted Probability(Eligible) =
The mean probability of being CARE eligible in the sample should closely mirror the
population, so it should be approximately 0.779.

Establish a threshold (e.g., one standard deviation below the population mean of 0.779)
that separates the sample into two groups — those that must participate in the verification
process and those that are above the threshold and are automatically exempt and are

deemed to be verified/re-certified by the PEV model.
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As indicated above, the estimated probabilities ranged in value from zero to one and represent
the likelihood that each household is CARE eligible. Consider the following example. The first
household has the following attributes: (1) maximum summer electricity usage = 1,000 kWh; (2)
home = owned by occupant; (3) neighborhood mean income = $100,000; (4) self-certified
income; and (5) signed up via the internet. The predicted probability that this household is CARE
eligible using Model 1 (Table 5) is 13.1%. Note that the average probability of CARE program
eligibility is approximately 77.9%. So this example household is very likely not eligible for
CARE. Alternatively, consider a household at the other end of the spectrum characterized by: (1)
maximum summer electricity usage = 500 kWh; (2) home = not owned by occupant; (3)
neighborhood mean income = $50,000; (4) signed up through categorical program; and (5)
signed up via a third party. This household would have a predicted probability of eligibility of
99.0%. In effect, households deemed unlikely to be CARE eligible would be natural targets for
post-enrollment verification and/or re-certification. In other words, these probabilities represent
the likelihood that an individual household is misrepresenting their income and taking advantage

of the system.

9. Concluding Remarks and Recommendations

The objective of this report was to provide an interim response to the CPUC directive that stated

that each investor owned utility (IOU) must:

“examine the totality of its CARE enrolled population, review past post enrollment and
post re-certification income verification records and experiences, develop and implement
an interim Post Enrollment and Post Re-certification Income Verification model, at a
reasonable rate that each IOU deems reasonably necessary to: (1) ensure meaningful size
in sampling to yield the necessary results to aid in the development of effective long term
probability models for the Utilities; (2) ensure the integrity of the CARE Program; (3)
provide assurance that CARE discount rates are received only by those lawfully intended

to receive them ...”
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In response, we recommend the one stage modeling effort detailed above because of the
following advantages. First, the recommended model is based on data internal to SDG&E as
opposed to data from external surveys such as the Residential Appliance Saturation Survey
(RASS). Second, the model is based on verified income as opposed to previous versions that
relied on self-reported income, which is subject to both bias and possible misrepresentation.
Third, the model contains a broad range of program specific variables that significantly improve

the model fit and identify the important drivers of CARE program eligibility.

Going forward, we have the following two additional recommendations. First, data derived from
the implementation of this modeling process should be closely tracked, monitored, and reviewed

and lessons learned incorporated into the design of a permanent term probability model.

Second, our research uncovered some issues that should be investigated as development of a
permanent PEV model is pursued. Most importantly, many household observations in the CARE
data set did not have CARE application data. This tracking oversight, which occurs when the
household moves, should be eliminated by linking the household application data to the new
household address.

The importance of resolving the unlinked application data issue can be seen through an
inspection of Tables 8 and 9 below. In Table 8, we provide summary statistics for two household
groups, those with application data and those without. Note that the comparison information for
each group is limited to neighborhood level data since the individual data are missing for one
group. As is illustrated in Table 8, households with unlinked applications are less likely to be
homeowners, use less energy, and live in neighborhoods that have lower income, education, and

rents, and more poverty.

These trends are underscored by the regression results provided in Table 9, in which the
dependent variable equals one if the CARE application is missing and zero otherwise. The
estimated Logit coefficients are provided, with the standard errors in brackets and significance
indicated by *, ** and *** for 10%; 5%, and 1%, respectively. Observations vary slightly across

the two specifications due to missing census data. As illustrated, having a unlinked application is
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negatively related to being a homeowner, maximum summer energy usage, and neighborhood

income (Model 1). The only significant positive relationships are with neighborhood poverty and

education levels (Model 2).

Table 8
Summary Statistics by CARE Application Data Availability
Not Missing CARE
Variable Missing CARE Application Application
Number of Households 9,237 24,523
Homeowner 0.222 0.447
(0.4162) (0.4973)
Maximum Summer KWH 493 611
(345) (480)
PRIZM Median Household Income 47,966 55,479
(20,920) (23,499)
Median Household Income 55,366 63,016
(25,530) (28,504)
Fraction Below 200% of Poverty
Threshold 0.383 0.324
(0.213) (0.2067)
Median Gross Rent 1,231 1,321
(360) (393)
Fraction High School Diploma or
Less 0.441 0.392
(0.2098) (0.204)
Average Household Size 2.858 2.851
(0.7359) (0.7052)
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CARE Post-Enrollment Verification Model

Table 9
CARE Application Data Availability Models
Dependent Variable = Binary Indicator for Unlinked Application

Variable ()] (2)
Homeowner -0.856%** -0.871%**
[0.030] [0.030]
Maximum Summer KWH -0.040%** -0.043%**
[0.004] [0.004]
PRIZM Median Household Income -0.066%***
[0.006]
Fraction Below 200% of Poverty
Threshold 0.244%*
[0.098]
Fraction High School Diploma or Less 0.336%***
[0.118]
Average Household Size -0.011
[0.024]
Median Gross Rent -0.080*
[0.048]
Constant -0.135%%* -0.545%%*
[0.033] [0.080]
Observations 33,760 32,867

In effect, households with unlinked applications have observable neighborhood characteristics
that would seem to make them more likely to be eligible for the CARE program (see Table 5).
However, the results presented in Table 5 indicate that “unlinked application” has a significant
negative effect on eligibility. The only way to make sense of these seemingly paradoxical results
is to conclude that households with unlinked applications have unobservable characteristics (i.e.,
not observable because the application data are missing) such as how they signed up for the
CARE program that overcome their observable neighborhood attributes. This conclusion is
consistent with the results presented above and again suggests that the program specific
characteristics are the really important drivers of CARE eligibility. Unfortunately, this latter
speculation cannot be tested directly so it is important to continually link the household
application to new addresses so that the corresponding household characteristics are not lost and

are available for accurate testing.
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CARE Post-Enrollment Verification Model
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ATTACHMENT 6:

Excerpt of PG&E’s response to

Cal Advocates’ Data Request,
DR-CARE-PGE-02



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_029-Q04

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates _029-Q04

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: December 30, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

QUESTION 04
In 2017, how many unique CARE customers were subject to:

a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

ANSWER 04

The table below shows the number of unique CARE customers subject to recertification,
Standard PEV, and High Usage PEV in 2017.

Category Count
Recertification 463,427
Standard PEV 43,361
High Usage PEV 36,404

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q04 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_029-Q04

PG&E File Name: LowIlncomeProgramPY21-26_DR_CalAdvocates _029-Q04Supp01
Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
(Original) CARE-PGE-02

January 13, 2022
(Supplemental)

Date Sent: December 30, 2021 Requesting Party: Public Advocates Office
(Original)
January 14, 2022
(Supplemental)

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

QUESTION 04
In 2017, how many unique CARE customers were subject to:

a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

ANSWER 04

The table below shows the number of unique CARE customers subject to recertification,
Standard PEV, and High Usage PEV in 2017.

Category Count
Recertification 463,427
Standard PEV 43,361
High Usage PEV 36,404

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q04Supp01 Page 1



QUESTION 04 SUPPLEMENTAL 01

Of the customers selected for recertification in 2017 and 2018, indicated in questions 4
and 5 of DR Cal Advocates-CARE-PGE-2, how many were automatically recertified?
ANSWER 04 SUPPLEMENTAL 01

Of the unique CARE customers subject to recertification in 2017, 230,859 customers
were automatically recertified.

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q04Supp01 Page 2



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003

Data Response

PG&E Data Request No.:

CalAdvocates_029-Q05

PG&E File Name:

LowIncomeProgramPY21-26_DR_CalAdvocates_029-Q05

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: December 30, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

QUESTION 05

In 2018, how many unique CARE customers were subject to:

a. Recertification?

b. Post-enrollment income verification?

c. High-usage post-enrollment eligibility verification?

ANSWER 05

The table below shows the number of unique CARE customers subject to
Recertification, Standard PEV, and High Usage PEV in 2018.

Category

Count

Recertification

486,370

Standard PEV

46,737

High Usage PEV

22,280

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q05

Page 1




PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003

Data Response

PG&E Data Request No.:

CalAdvocates_029-Q05

PG&E File Name:

LowIncomeProgramPY21-26_DR_CalAdvocates 029-Q05Supp01

Request Date:

December 17, 2021
(Original)

January 13, 2022
(Supplemental)

Requester DR No.:

CAL ADVOCATES-
CARE-PGE-02

Date Sent: December 30, 2021 Requesting Party: Public Advocates Office
(Original)
January 14, 2022
(Supplemental)

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

QUESTION 05

In 2018, how many unique CARE customers were subject to:

a. Recertification?

b. Post-enrollment income verification?

c. High-usage post-enrollment eligibility verification?

ANSWER 05

The table below shows the number of unique CARE customers subject to
Recertification, Standard PEV, and High Usage PEV in 2018.

Category

Count

Recertification

486,370

Standard PEV

46,737

High Usage PEV

22,280

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q05Supp01

Page 1




QUESTION 05 SupP 01

Of the customers selected for recertification in 2017 and 2018, indicated in questions 4
and 5 of DR Cal Advocates-CARE-PGE-2, how many were automatically recertified?

ANSWER 05 Suprp 01

Of the unique CARE customers subject to recertification in 2018, 265,697 customers
were automatically recertified.

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q05Supp01 Page 2



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_029-Q06

PG&E File Name: LowIlncomeProgramPY21-26_DR_CalAdvocates_029-Q06

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: December 30, 2021 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

QUESTION 06

Is it possible for the same customer to be counted in more than one category provided
in questions 4 and 57

a. For example, could a CARE customer have been both subject to recertification and
High-usage post-enroliment eligibility verification in a single year?

b. If not, what mechanism prevents this from occurring?

ANSWER 06

A small percentage (less than one percent) of customers were subject to HU PEV or
Standard PEV following successful recertification in the same year. No customers are
subject to recertification following PEV in a single year. This is prevented due to a
customer being certified for a two-year period following successful completion of PEV.

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q06 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_029-Q07

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_029-Q07

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: January 12, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a

CARE customer must communicate with their utility that they still qualify for the discount

program, excluding PEV and HU-PEV processes.
CUSTOMER DISCONNECTIONS

QUESTION 07

a. Of the customers removed from CARE due to non-response to recertification in
2017 and 2018, how many were disconnected from either gas or electric service
within 6 months? Within 1 year?

b. Same as Q.7(a), but for customers removed due to non-response to PEV.
c. Same as Q.7(a), but for customers removed due to non-response to HU-PEV.

o For this response, if a customer is first disconnected from electric service due to
non-payment, and subsequently disconnected for gas service because the

customer continued to meet the disconnection eligibility threshold, please count this

as 1 disconnection and not 2 separate disconnections (i.e., 1 disconnection for gas
service and one disconnection for electric service).

e Please report each year separately and respond with the cumulative total in each
time frame. For example, a customer who was removed from CARE in
September of 2017, and was disconnected 5 months later, should be counted in
both the "6 months" and the "1 year" totals for 2017 but not in any of the totals for
2018.

ANSWER 07

The table below shows the number of unique customers in each group that were
disconnected from either gas or electric service within 6 months or 1 year.

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q07 Page 1



2017 2018

6 months 1 year 6 months 1 year

7a. Non- 4,727 6,859 4,209 6,226
Response to
Recertification

7b. Non- 1,573 2,508 831 1,294
Response to
Post-Enroliment
Income
Verification

7c. Non- 3,784 5,271 2,845 3,927
Response to
High Usage
Verification

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q07 Page 2




PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003

Data Response

PG&E Data Request No.: | CalAdvocates_029-Q08

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_029-Q08

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: January 12, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CUSTOMER DISCONNECTIONS

QUESTION 08

a. In 2017, how many unique non-CARE residential customers were disconnected
from gas or electric service? How many unique non-CARE residential customers
were there in total at the beginning of the year? Please exclude customers who
were removed from CARE in the prior 12 months.

b. Same as question 8(a), but for 2018.
c. Same as question 8(a), but for 2019.

ANSWER 08

The table below shows the unique non-CARE residential customer counts at the
beginning of the year, excluding customers who were removed from CARE in the prior
12 months, and how many were disconnected from gas or electric service in 2017 —

2019.

2017 2018 2019

Total Unique Non-CARE Customer
Count

4,400,026 4,481,552 4,678,475

Unique Non-CARE Customer
Disconnection Count

160,420 154,736 122,451

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q08
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PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003

Data Response

PG&E Data Request No.:

CalAdvocates_029-Q09

PG&E File Name:

LowIncomeProgramPY21-26_DR_CalAdvocates_029-Q09

Request Date: December 17, 2021 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-02

Date Sent: January 12, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when a
CARE customer must communicate with their utility that they still qualify for the discount
program, excluding PEV and HU-PEV processes.

CUSTOMER DISCONNECTIONS

QUESTION 09

a. In 2017, how many unique CARE customers were disconnected from gas or electric
service? How many CARE customers were there in total at the beginning of the

year?

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019.

ANSWER 09

The table below shows the unique CARE customer counts at the beginning of the year,
and how many were disconnected from gas or electric service in 2017 — 2019.

2017 2018 2019

Total Unique CARE Customer Count

1,423,324 1,406,396 1,376,003

Unique CARE Customer
Disconnection Count

67,210

58,652 63,003

LowlncomeProgramPY21-26_DR_CalAdvocates_029-Q09

Page 1



ATTACHMENT 7:

Excerpt of SCE’s response to Cal Advocates’
Data Request, DR-CARE-SCE-02



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 04:

"In 2017, how many unique CARE customers were subject to:
a. Recertification?

b. Post-enrollment income verification?

c. High-usage post-enrollment eligibility verification?"

Response to Question 04:
Please see the attached Excel workbook.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 05:

"In 2018, how many unique CARE customers were subject to:
a. Recertification?

b. Post-enrollment income verification?

c. High-usage post-enrollment eligibility verification?"

Response to Question 05:
Please see the attached workbook.
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Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 06:

"Is it possible for the same customer to be counted in more than one category provided in questions
4 and 57?

a. For example, could a CARE customer have been both subject to recertification and High-usage
post-enrollment eligibility verification in a single year?

b. If not, what mechanism prevents this from occurring?"

Response to Question 06:
It is possible for the same customer to be counted in more than one category in questions 4 and 5.

e A customer who has been recertified may be selected for Verification and/or High Usage
Verification.

e A customer who has been Verified may be selected for High Usage Verification.

This is because each request has unique elements required by the customer to remain on CARE:

e Recertification is a self-declared submission only

e Verification requires submission of documentation to confirm eligibility

e High Usage Verification requires submission of documentation and requires the customer to
participate in the Energy Savings Assistance Program (ESAP) and is subject to Usage
Monitoring.

Please see the attached workbook for counts.
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Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 07:

"a. Of the customers removed from CARE due to non-response to recertification in 2017 and 2018,
how many were disconnected from electric service within 6 months? Withinl year?

b. Same as question 7(a), but for customers removed due to non-response to PEV.

c. Same as question 7(a), but for customers removed due to non-response to HU-PEV.

For this response, if a customer is first disconnected from electric service due to non-payment, and
subsequently disconnected for gas service because the customer continued to meet the disconnection
eligibility threshold, please count this as 1 disconnection and not 2 separate disconnections (i.e. 1
disconnection for gas service and one disconnection for electric service).

Please report each year separately and respond with the cumulative total in each time frame. For
example, a customer who was removed from CARE in September of 2017, and was disconnected 5
months later, should be counted in both the ""6 months"" and the ""1 year"" totals for 2017 but not
in any of the totals for 2018."

Response to Question 07:
Please see the attached workbook.
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Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 08:

"a. In 2017, how many unique non-CARE residential customers were disconnected from electric
service? How many unique non-CARE residential customers were there in total at the beginning of
the year? Please exclude customers who were removed from CARE in the prior 12 months.

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019."

Response to Question 08:
Please see the attached workbook.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — 2021-2026 ESA-
CARE

DATA REQUEST SET Cal Advocates-SCE-02

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 12/17/2021

Response Date: 1/7/2022

Question 09:

"a. In 2017, how many unique CARE customers were disconnected from electric service? How
many CARE customers were there in total at the beginning of the year?

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019."

Response to Question 09:
Please see the attached workbook.
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ATTACHMENT 8:

Excerpt of SoCalGas’s response to
Cal Advocates’ Data Request,
DR-CARE-SCG-02



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 1(partial), 2, 3, and 6 — SUBMITTED January 5, 2022

QUESTION 6:
Is it possible for the same customer to be counted in more than one category provided in
questions 4 and 5?

a. For example, could a CARE customer have been both subject to recertification and post-
enrollment income verification in a single year?

b. If not, what mechanism prevents this from occurring?

RESPONSE 6:

It is possible for the same customer to be counted in more than one category provided in
questions 4 and 5.

A CARE customer can be subjected to both recertification and post-enrollment income
verification in a single year.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 4,5,7,8 and 9 — Submitted January 13, 2022

QUESTION 4:
In 2017, how many unique CARE customers were subject to:

a. Recertification?
b. Post-enrollment income verification?

RESPONSE 4:

a. In 2017, 372,114 unique CARE customers were selected for recertification.
b.In 2017, 27,614 unique CARE customers were selected for post-enroliment verification.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 4,5,7,8 and 9 — Submitted January 13, 2022

QUESTION 5:
In 2018, how many unique CARE customers were subject to:

a. Recertification?
b. Post-enrollment income verification?

RESPONSE 5:

a. In 2018, 375,990 unique CARE customers were selected for recertification.
b. In 2018, 50,791 unique CARE customers were selected for post-enroliment verification.



SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 4,5,7,8 and 9 — Submitted January 13, 2022

QUESTION 7:

CUSTOMER DISCONNECTIONS

a. Of the customers removed from CARE due to non-response to recertification in 2017 and
2018, how many were disconnected from gas service within 6 months? Within 1 year?

b. Same as question 7(a), but for customers removed due to non-response to PEV.

* For this response, if a customer is first disconnected from electric service due to non-
payment, and subsequently disconnected for gas service because the customer continued to
meet the disconnection eligibility threshold, please count this as 1 disconnection and not 2
separate disconnections (i.e.,1 disconnection for gas service and one disconnection for
electric service).

* Please report each year separately and respond with the cumulative total in each time
frame. For example, a customer who was removed from CARE in September of 2017, and
was disconnected 5 months later, should be counted in both the "6 months" and the "1 year"
totals for 2017 but not in any of the totals for 2018.

RESPONSE 7:

In 2017, of the customers removed from CARE due to non-response to recertification, 376
customers were disconnected from gas service due to non-payment within 6 months, and
704 customers were disconnected due to non-payment within 1 year.

In 2017, of the customers removed from CARE due to non-response to Post Enroliment
Verification (PEV), 23 customers were disconnected from gas service due to non-payment
within 6 months, and 47 customers were disconnected due to non-payment within a year.

In 2018, of the customers removed from CARE due to non-response to recertification, 367
customers were disconnected from gas service due to non-payment within 6 months, and
644 customers were disconnected due to non-payment within 1 year.

In 2018, of the customers removed from CARE due to non-response to PEV, 297customers
were disconnected from gas service due to non-payment within 6 months, and 177
customers were disconnected due to non-payment within a year.

2017 | 2018




SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 4,5,7,8 and 9 — Submitted January 13, 2022

Total Disconnected Total Disconnected
Removed in within 6 Disconnected Removed in within 6 Disconnected

year months within 1 year year months within 1 year
7a. Non-
Response to
Recertification 130,347 376 704 144,530 367 644
7b. Non-
Response to
PEV 13,801 23 47 27,148 97 177




SOUTHERN CALIFORNIA GAS COMPANY

(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)
Q 4,5,7,8 and 9 — Submitted January 13, 2022

QUESTION 8:

a. In 2017, how many unique non-CARE residential customers were disconnected from gas
service? How many unique non-CARE residential customers were there in total at the
beginning of the year? Please exclude customers who were removed from CARE in the prior
12 months.

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019.

RESPONSE 8:

In 2017, 64,064 non-CARE residential customers were disconnected from gas service due to
non-payment; 49,321 unique customers were subsequently reconnected. There were
3,927,172 non-CARE residential customers at the beginning of the year.

In 2018, 46,955 non-CARE residential customers were disconnected from gas service due to
non-payment; 35,027 unique customers were subsequently reconnected. There were
3,962,114 non-CARE residential customers at the beginning of the year.

In 2019, 38,135 non-CARE residential customers were disconnected from gas service due to
non-payment; 29,195 unique customers were subsequently reconnected. There were
3,944,583 non-CARE residential customers at the beginning of the year.

2017 2018 2019
Customers Customers Customers
Beginning of | Disconnected | Beginning of | Disconnected | Beginning of Disconnected
year FNP year FNP year FNP
8. Non-CARE
Customers 3,927,172 64,064 3,962,114 46,955 3,944,583 38,135




SOUTHERN CALIFORNIA GAS COMPANY
(DATA REQUEST CAL ADVOCATES-CARE-SCG-02)

Q 4,5,7,8 and 9 — Submitted January 13, 2022

QUESTION 9:

a. In 2017, how many unique CARE customers were disconnected from gas service? How

many CARE customers were there in total at the beginning of the year?

b. Same as question 8(a), but for 2018. c. Same as question 8(a), but for 2019.

RESPONSE 9:

In 2017, 46,861 CARE customers were disconnected from gas service due to non-payment;
39,754 unique customers were subsequently reconnected. There were 1,586,176 CARE
customers at the beginning of the year.

In 2018, 53,348 CARE customers were disconnected from gas service due to non-payment;
46,455 unique customers were subsequently reconnected. There were 1,585,842 CARE
customers at the beginning of the year.

In 2019, 49,154 CARE customers were disconnected from gas service due to non-payment;
42,213 unique customers were subsequently reconnected. There were 1,638,103 CARE
customers at the beginning of the year.

2017 2018 2019
Customers Customers Customers
Beginning of | Disconnected | Beginning of | Disconnected | Beginning of Disconnected
year FNP year FNP year FNP
9. CARE
Customers 1,586,176 46,861 1,585,842 53,348 1,638,103 49,154




Buchholz, Adam

From: Holland, Brooke <AHolland@socalgas.com>

Sent: Friday, January 14, 2022 11:04 AM

To: Clements, Augustus

Cc: Yu, Crystal; Buchholz, Adam

Subject: [EXTERNAL] Re: Re: Re: Re: Re: Fwd: Data Request Cal Advocates DR-CARE-SCG-02,
Due 12/31

CAUTION: This email originated from outside of the organization. Do not click links or open attachments unless you recognize the
sender and know the content is safe.

Hi Augustus and team,

Customers who were automatically recertified and not mailed a recertification application:
2017 - 186,850
2018 -212,134

Please do not hesitate to reach out with anymore questions.

Thanks,
Brooke

Brooke Holland
Regulatory Affairs
(615) 557-6172

From: Holland, Brooke <AHolland @socalgas.com>

Sent: Thursday, January 13, 2022 1:10:27 PM

To: Clements, Augustus <Augustus.Clements@cpuc.ca.gov>

Cc: Yu, Crystal <Crystal.Yu@cpuc.ca.gov>; Buchholz, Adam <Adam.Buchholz@cpuc.ca.gov>

Subject: Re: [EXTERNAL] Re: Re: Re: Re: Fwd: Data Request Cal Advocates DR-CARE-SCG-02, Due 12/31

Hi Augustus,
Received - I'll ask the team now. Thank you!

Brooke Holland
Regulatory Affairs
(615) 557-6172

From: Clements, Augustus <Augustus.Clements@cpuc.ca.gov>

Sent: Thursday, January 13,2022 12:18:22 PM

To: Holland, Brooke <AHolland@socalgas.com>

Cc: Yu, Crystal <Crystal.Yu@cpuc.ca.gov>; Buchholz, Adam <Adam.Buchholz@cpuc.ca.gov>

Subject: RE: [EXTERNAL] Re: Re: Re: Re: Fwd: Data Request Cal Advocates DR-CARE-SCG-02, Due 12/31

CAUTION! EXTERNAL SENDER - STOP, ASSESS, AND VERIFY



ATTACHMENT 9:

Excerpt of SDG&E’s response to
Cal Advocates’ Data Request,
DR-CARE-SDGE-02



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

CARE CUSTOMER VERIFICATION

4.1In 2017, how many unique CARE customers were subject to:
a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

SDG&E Response 4:

In 2017, the following number of unique CARE customers were subject to:
a. Recertification: 39,652
b. Post-enrollment income verification: 16,096
c. High-usage post-enrollment eligibility verification: 7,198



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

5.1n 2018, how many unique CARE customers were subject to:
a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

SDG&E Response S:

In 2018, the following number of unique CARE customers were subject to:
a. Recertification: 36,748
b. Post-enrollment income verification: 14,901
c. High-usage post-enrollment eligibility verification: 10,858



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

6. Is it possible for the same customer to be counted in more than one category provided in
questions 4 and 57
a. For example, could a CARE customer have been both subject to recertification and
High-usage post-enrollment eligibility verification in a single year?
b. If not, what mechanism prevents this from occurring?

SDG&E Response 6:
Yes, as illustrated in Question 6a, it is possible for the same customer to be counted in more than
one category provided in questions 4 and 5.
a. Yes, a CARE customer could be subject to both recertification and high-usage post-
enrollment eligibility verification in a single year
b. There is no mechanism to prevent this from occurring. One exception is if a customer
completes PEV prior to their recertification date for a given year, then PEV will satisfy
the recertification requirement and the customer will not receive a recertification request.



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

CUSTOMER DISCONNECTIONS

7. a. Of the customers removed from CARE due to non-response to recertification in 2017 and 2018,
how many were disconnected from either gas or electric service within 6 months? Within 1 year?

b. Same as question 7(a), but for customers removed due to non-response to PEV.

c. Same as question 7(a), but for customers removed due to non-response to HU-PEV.

* For this response, if a customer is first disconnected from electric service due to non-payment, and
subsequently disconnected for gas service because the customer continued to meet the disconnection
eligibility threshold, please count this as 1 disconnection and not 2 separate disconnections (i.e., 1
disconnection for gas service and one disconnection for electric service).

* Please report each year separately and respond with the cumulative total in each time frame. For
example, a customer who was removed from CARE in September of 2017, and was disconnected 5
months later, should be counted in both the "6 months" and the "1 year" totals for 2017 but not in
any of the totals for 2018.

SDG&E Response 7:

Non-Response to Recertification

Number of customers Number of customers disconnected
disconnected within 6mo within 1yr
Year
2017 737 1,330
2018 907 1,575
7. PEV
Number of customers Number of customers disconnected
disconnected within 6mo within 1yr
Year
2017 126 250
2018 169 280
Te | U-PEV
Number of customers Number of customers disconnected
disconnected within 6mo within 1yr
Year
2017 376 642
2018 555 962




CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

8. a.In 2017, how many unique non-CARE residential customers were disconnected from gas or
electric service? How many unique non-CARE residential customers were there in total at the
beginning of the year? Please exclude customers who were removed from CARE in the prior 12
months.

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019.

SDG&E Response 8:

8a | 2017 |
Total unique non-CARE customers beginning year | 1,012 325
Unique non-CARE customers disconnected 19,608
8b 2018 |
Total unique non-CARE customers beginning year | 993,719
Unique non-CARE customers disconnected 22,014
8c 2019 |
Total unique non-CARE customers beginning year | 999,792
Unique non-CARE customers disconnected 18,885




CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

9. a.In 2017, how many unique CARE customers were disconnected from gas or electric service?
How many CARE customers were there in total at the beginning of the year?

b. Same as question 8(a), but for 2018.

c. Same as question 8(a), but for 2019.

SDG&E Response 9:

9a | 2017
Total unique CARE customers beginning year 257,892
Unique CARE customers disconnected 10,490
ob | 2018
Total unique CARE customers beginning year 269,241
Unique CARE customers disconnected 11,049
9¢ | 2019
Total unique CARE customers beginning year 275,186
Unique CARE customers disconnected 10,735




CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

Subject: The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV). Where
the questions refer to “recertification,” this data request is referring to when a CARE customer
must communicate with their utility that they still qualify for the discount program, excluding
PEV and HU-PEV processes.

CARE CUSTOMER VERIFICATION

4.1In 2017, how many unique CARE customers were subject to:
a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

SDG&E Response 4:

In 2017, the following number of unique CARE customers were subject to:
a. Recertification: 39,652
Supplemental Response:
In the original request for DR-CARE-SDGE-02, SDG&E interpreted Question 4 as a
request to provide the number of customers who were required to provide documentation
for recertification. Per the follow-up request from Cal Advocates, SDG&E has modified
the response for Question 4 to also include the number of customers who were
automatically recertified and not required to submit documentation.

Provided Required Documentation: 39,652
Automated Recertification: 45,644

b. Post-enrollment income verification: 16,096

c. High-usage post-enrollment eligibility verification: 7,198



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-02
CARE
DATE RECEIVED: DECEMBER 17, 2021
DATE RESPONDED: JANUARY 10, 2022

5.1n 2018, how many unique CARE customers were subject to:
a. Recertification?
b. Post-enrollment income verification?
c. High-usage post-enrollment eligibility verification?

SDG&E Response S:
In 2018, the following number of unique CARE customers were subject to:
a. Recertification: 36,748

Supplemental Response:
In this original request for DR-CARE-SDGE-02, SDG&E interpreted Question 5 as a
request to provide the number of customers who were required to provide
documentation for recertification. Per the follow-up request from Cal Advocates,
SDG&E has modified the response for Question 5 to also include the number of
customers who were automatically recertified and not required to submit
documentation.

Provided Required Documentation: 36,748
Automated Recertification: 41,344

b. Post-enrollment income verification: 14,901

c. High-usage post-enrollment eligibility verification: 10,858



ATTACHMENT 10:

Excerpt of PG&E’s Advice Letter 6434-E,
submitted on December 15, 2021



ook

Pacific Gas and
Electric Company”

Sindey Bob Dietz Il Pacific Gas and Electric Company
Director 77 Beale St., Mail Code B13U
Regulatory Relations P.0. Box 770000

San Francisco, CA 94177

Fax: 415-973-3582

December 15, 2021

Advice 6434-E
(Pacific Gas and Electric Company U 39 E)

Public Utilities Commission of the State of California

Subiject: Information-only Advice Letter on Pacific Gas and Electric Company’s
Progress to Increase Family Electric Rate Assistance Program
Enrollment per Decision (D.) 18-08-013.

Purpose

In compliance with Decision (D.) 18-08-013, issued on August 17, 2018 in Pacific Gas
and Electric Company’s (PG&E) 2017 General Rate Case (GRC) Phase 2 Proceeding,
PG&E submits this information-only Advice Letter (AL) to report on its progress to
increase Family Electric Rate Assistance (FERA) program enroliment.’

Background

The FERA program (also known as the Lower-Middle Income Large Household Program)
provides rate assistance to large households of lower-to-middle-income customers.? The
FERA program was designed to assist larger families that are ineligible for the California
Alternate Rates for Energy Program (CARE) rate because their income level falls slightly
above the CARE program income eligibility limit.

FERA is available for households of three or more individuals that have a total household
income of between 200% plus $1 and 250% of the Federal Poverty Level (FPL)
guideline.® The income threshold increases with each additional family member over
three people. Eligible FERA participants currently receive an 18% bill discount for their
electric usage.*

' D.18-08-013, Ordering Paragraph (OP) 15, states, “PG&E shall report to Energy Division by the
end of 2018, 2019, 2020, 2021, 2022, and 2023 on its progress to increase FERA subscription
by filing information-only advice letters that are served on the service list of this proceeding.”

2 The Commission authorized the FERA program in D.04-02-057.

3 D.05-10-044 increased the lower income limits of the FERA Program were raised to 200%+$1
of the Federal Poverty Guideline levels.

41n D.15-07-001, the Commission changed PG&E’s FERA discount to a 12% effective discount
as a single line-item on PG&E’s bills. In 2018, Senate Bill (SB) 1135 amended Public Utilities
Code Section 739.12 to increase the FERA discount to 18% effective January 1, 2019.



Advice 6434-E -2- December 15, 2021

In PG&E’s 2017 GRC Phase Il proceeding, the California Public Utilities Commission
(CPUC or Commission) expressed concern that the FERA program is not highly customer
subscribed.®> Noting that PG&E’s CARE customer participation rate is much higher than
its FERA participation rate, the Commission ruled:

It is appropriate and necessary for PG&E to significantly increase
its rate of FERA participation. Ultimately, PG&E should achieve a
similar subscription level for FERA as for CARE. At this time, we
require PG&E to make significant efforts to increase its FERA
subscription level over the next six years, with the aim of achieving
a 50% subscription level.

The 2017 GRC Phase Il decision prescribed several actions for PG&E to increase FERA
participation, including: focusing efforts on the Central Valley (CV), conducting one or
more workshops in the CV, and submission of an updated AL to inform the Commission
of PG&E’s plan to use unspent CARE marketing funds to increase FERA enroliment.’
Included in these requirements is an order to submit an information-only AL to report on
FERA participation progress. The AL is to be filed at the end of each year through 20238

Progress Report Toward Increasing FERA Enrollment

In compliance with D.18-08-013, PG&E hereby reports on its progress toward increasing
FERA enrollment from December 1, 2020 until November 30, 2021. FERA statistics for
the month of December 2021 are not available at the time of this AL submittal.

5D.18-08-013, p. 74.

61d., p.75.

7 Id. PG&E filed Advice Letter 3990-G-B/5329-E-B on October 8, 2018 to detail its marketing
plans to increase FERA enroliment.

81d., OP 15.



Advice 6434-E

. Participant Information

December 15, 2021

Table 1: FERA Program Enroliment from December 1, 2020 - November 30, 2021

FERA FERA FERA
Month/Year Estimated Enrolled | Penetration | Discount Provided to
Eligible Customers Rate FERA- Enrolled
Customers Customers
December 2020 166,357 34,692 21% $1,120,893.49
January 2021 152,625 35,592 23% $1,106,214.92
February 2021 152,625 36,692 24% $ 946,611.36
March 2021 152,625 37,269 24% $1,073,832.76
April 2021 152,625 37,701 25% $1,012,122.66
May 2021 152,625 38,136 25% $ 975,415.87
June 2021 152,625 38,371 25% $1,305,589.36
July 2021 152,625 39,107 26% $1,638,025.82
August 2021 152,625 39,795 26% $1,731,015.87
September 2021 152,625 40,117 26% $1,572,829.60
October 2021 152,625 40,940 27% $1,181,413.77
November 2021" 152,625 38,758 25% $907,498.98
Total 152,625 40,940 27% $14,571,464.46

(a) Final annual data for 2021 will be reported in the FERA Annual Report, to be filed on
May 2022.

Il Marketing

Key Findings:

@)

@)

@)

Despite executing FERA specific marketing campaigns to FERA expected
eligible target audience, 84% of responders enroll in CARE.

A Q3 targeted marketing campaign with FERA-specific messaging drove
more than six CARE enrolments to every one FERA enroliment.

The presentment of FERA and CARE on the same application negatively
impacts the ability to grow FERA penetration rates at the pace needed to
achieve 50% enrollment goal.

PG&E tested a new FERA Propensity model in the Q3 2021 acquisition
campaign and achieved a 10% lift in response rates in the top decile
compared to the previous model.

Online enroliments continue to be the top channel of choice for new FERA
enrollments delivering 74% of total new enroliments

2.2M bill inserts delivered 297 new FERA enroliments.
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Based on the directives in D.18-08-013, PG&E developed and submitted the
Marketing and Outreach (M&QO) Plan for the FERA program via PG&E’s AL 3990-
G-B/5329-E-B on October 8, 2018. The M&O Plan detailed PG&E’s proposals for
using 2018 through 2020 available and unspent marketing funds allocated to the
CARE program to increase customer enroliment into the FERA program. Also as
directed in D.18-08-013, PG&E proposed a longer-term FERA specific M&O
proposal and budget in its Testimony for 2021-2026 Low-Income programs and
budgets application, filed on November 4, 2019.° The proposed FERA M&O
strategies and budgets for 2021-2026 program years were generally approved in
D.21-06-015, issued on June 7, 2021.1°

In 2021, PG&E continued to execute and evolve the strategies outlined in the M&O
plan to grow FERA awareness and enrollment:

o Build FERA awareness through continued marketing and outreach efforts.

o Test, learn and optimize, evolving outreach strategies and tactics based on
results, and application of lessons learned.

o Use of channels that were successful in driving CARE acquisition to
effectively reach FERA customers.

o Leverage customer insights and research to inform FERA messaging
development and testing for FERA outreach.

PG&E continues to leverage best practices and optimize outreach efforts.
Marketing efforts in 2021 focused on evolving targeting capabilities and improving
message effectiveness. Test plans were designed and implemented throughout
the year to improve FERA enrollment.

Another key driver for the increase was the continued pause of post-enroliment
verification and recertification processes, as part of the Commission’s direction to
PG&E in Resolution M-4842 [EMERGENCY AUTHORIZATION AND ORDER
DIRECTING UTILITIES TO IMPLEMENT EMERGENCY CUSTOMER
PROTECTIONS TO SUPPORT CALIFORNIA CUSTOMERS DURING THE
COVID-19 PANDEMIC] to offer emergency customer protections.'” The lack of
normal program attrition plus the new enroliment driven by marketing drove a 17%
year over year increase in enrollment penetration (23% in January 2021 vs 27%
in December 2021).

Despite increases in marketing and concentrated effort towards continuous
improvement, had recertification and post-enrollment verification been active in
2021, the final penetration rate would have been lower based on historical attrition
rates. Results from 2021 emphasize the challenge to effectively target and enroll
customers in the FERA program.

% PG&E Testimony, Chapter II, Section H.

0 D.21-06-015, Section 5, p. 102.

" Resolution M-4842, p. 5 (April 16, 2020).
https://docs.cpuc.ca.gov/PublishedDocs/Published/G000/M333/K482/333482381.PDF
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PG&E believes that the obstacles to success outlined in previous reports will
persist despite active and aggressive pursuit of the penetration rate goal
established by D. 21-06-015."2 Noted obstacles include:

o The small number of estimated eligible customers which makes effective
targeting to the intended audience very difficult.

o The CARE and FERA program mandate to include a shared application.

o The small difference in income requirements between the two programs
which make it likely that customers may inadvertently (or purposefully)
estimate income within the range eligible for CARE discount.

e Direct Mail and Email Marketing
PG&E continued to execute quarterly, multi-touch targeted marketing
campaigns using direct mail and email. The audience for the campaigns used
a FERA-specific targeting model, which identifies customers likely eligible to
enroll in the FERA program. Using the model, residential customers receive
a score, with a score of one being the most likely to be to participate and a
score of ten being less likely.

The campaigns used FERA focused messaging to the FERA audience
segments. This approach was based on consistent results from message
testing in 2019 and 2020 that showed enroliment rates for program-specific
messaging were consistently higher for each audience segment than the
combined CARE/FERA message.

PG&E also leveraged the results of messaging and direct mail package
research conducted in late 2020 to develop test plans for 2021. The new
“‘winning” creative message from the 2020 research was produced and used
in acquisition campaigns over two consecutive quarters, with a 50/50 split
between the FERA Control message and the FERA Test message (Figure 1).

Based on the research conducted in 2020, the winning creative version was
designed to address a possible confusion point that the program name -
Family Electric Rate Assistance — might imply that only families are eligible to
participate. The creative used illustrations and content to highlight that
different household types may be eligible for FERA, with specific language
that roommates, families and blended family households are eligible to apply.

To demonstrate the ease of the process, the email headline and bullet points
in the body copy highlight the expected time it takes to fill out the online
application, and that applying does not require proof of income.

2D.21-06-015, OP 24.
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Figure 1 — Sample of FERA Control and Test creative versions
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The Q2 Campaign results showed that the FERA Control message
generated a statistically higher CARE enrollment rate across both the FERA
Newly Eligible and Non-Responder audience segments (noted in Table 2
below).
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Table 2 - CARE Enroliment by Audience and Creative Version

FERA Newly Eligible FERA Only Control Message 101,483 1.50%
FERA Newly Eligible FERA Only Test Message 101,489 1,377 1.36%
FERA Non-Responder FERA Only Control Message 72,840 1.83%
FERA Non-Responder FERA Only Test Message 72,844 1,197 1.64%

However, FERA enroliment rates were similar for both the Control and Test
creative versions (Table 3 below).

Table 3 - FERA Enroliment by Audience and Creative Version

FERA Newly Eligible FERA Only Control Message 101,483 298 0.29%
FERA Newly Eligible FERA Only Test Message 101,489 284 0.28%
FERA Non-Responder FERA Only Control Message 72,840 206 0.28%
FERA Non-Responder FERA Only Test Message 72,844 187 0.26%

Results from early Q3 campaign analysis conducted in late October 2021 were
consistent with the findings from Q2. Because the FERA Control message had
a better CARE enrollment rate, the FERA Only Control Message is considered
more efficient in terms of overall enroliments generated. Although the Test
version did not outperform the Control version, PG&E believes there is merit
to making the program guidelines clear and specific. PG&E plans to continue
using the original Control message for acquisition campaigns in 2022, and will
consider further message testing and creative optimization to address
potential enrollment barriers.

For PG&E’s territory, the CARE estimated eligible population is 90% of the
total CARE and FERA estimated eligible population.’ In 2021, an average of
84% of the total enroliments from the FERA targeted campaigns were CARE
enrollments. Even with audience selection via the model and FERA-specific
messaging, campaign enrollments are expected to remain heavily weighted to
CARE based on the target population size, since we are constrained to
present both programs on a single application.

Although PG&E continues to see significantly more CARE enrollments
resulting from the FERA direct marketing, campaign analysis shows that the
FERA acquisition campaigns have a positive impact on driving enrollment,
though at a much slower rate than needed to achieve the 50% penetration rate

3 Athens CARE and FERA eligibility estimates for 2021: FERA - 152,625 and CARE -
1,447,571.
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by 2023. When comparing the enrollment rates for customers who received
the FERA acquisition communications versus the No Mail Control customers
who do not receive the communications, there is an increase in enroliment
rates (or “lift”) for those who receive marketing (the lift is discussed further in
the section below).

There were no FERA Failed to Recertify (FTR) acquisition campaigns
executed in 2021 since the recertification requirement remained on hold until
July 2021 as part of the emergency customer protections. The first customers
who fail to recertify began at the end of October 2021, so PG&E plans to
resume marketing to the FTR segment in 2022 with the first outreach
campaign expected to launch during Q1.

e Targeting optimization - New FERA Model Development and Launch
PG&E has used three targeting approaches for FERA Acquisition outreach
from 2019 to 2021.

1) PG&E began FERA targeted outreach in 2019 using the CARE model with
third party data variables (Household Size and Income) overlayed to
attempt to select for FERA eligible customers. The resulting audience size
was very small (only about 16K customers for targeted marketing). PG&E
determined that to meet the substantial enrollment increase required to
meet the directed penetration rate goal, it was necessary to refine the
model and identify more potential FERA customers.

2) PG&E worked with a vendor to develop an initial FERA propensity model
in November of 2019. The model was used in Q1 2020 to select a target
audience of customers likely to be eligible for FERA for use in for direct
marketing. However, the onset of the COVID-19 pandemic necessitated
adjustments to the targeting strategy because more customers were now
presumed to be eligible. Use of the propensity model was put on hold while
targeting parameters were broadened to reach more non-enrolled
customers across PG&E’s territory.

3) In March 2021, PG&E began to rebuild both the CARE and FERA
propensity models to identify PG&E customers with higher likelihood to be
eligible and enroll in each program. Several factors drove the decision to
begin rebuilding the models, including economic changes from the COVID-
19 pandemic and subsequent enrollment increases, indicators of model
degradation and the desire to include additional predictive variables. PG&E
leveraged the customer database, website activity on pge.com, and other
external sources (such as unemployment data) to create a modeling
universe with data from 2020 and 2021.

After creating the model universe, the initial set of approximately 300
variables was reduced to 30 variables that were included in the model building
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process. Several different model candidates were created, with each model
version using the same set of customer data but different modeling
techniques. The performance of each model candidate was compared to the
current model, looking at the predictive accuracy and a ‘Champion’ model
was selected for FERA. Variables such as tenure, payment types, eligibility
rates from Athens, and ethnicity were among those with the highest predictive
power for enroliments.

Compared to the previous model, the new model showed a significant
improvement for FERA enroliments occurring in the top deciles. The overall
enrollment rate seen in Decile one was twice as high for the new model
versus the previous version.

As discussed in the section above, FERA marketing campaigns successfully
drive incremental enrollments. The acquisition models are an important tool
for more effective targeting and efficiency of the campaigns, especially when
seeking to find the small number of FERA eligible customers within the much
larger CARE-eligible population.

When PG&E compares increased FERA enroliment rates for campaigns
executed using the 2019-developed FERA propensity model in Q1 and Q2 to
the version developed in 2021 and tested in Q3, there is a significant increase
in the lift with the new model. The Q1 and Q2 campaign enroliment rate lift
for marketing recipients versus non-recipients was about 200%. When the
new model was applied for the Q3 campaign, the lift of a FERA recipient
versus non-recipient for FERA enroliments was about 333%.

PG&E plans to complete analysis to compare the FERA direct marketing
campaign enroliment rates across 2019, 2020 and 2021 and submit a Tier 2
Advice Letter that complies with D.21-06-015."* As indicated above, the early
results for the Q3 2021 campaign highlight that the 2021 model produces
higher enrollment rates than either the CARE model appended with additional
date or the 2019 iteration of the PG&E FERA propensity model.

¢ Digital Advertising
In 2021, PG&E deployed a digital media campaign for FERA with multiple
layers of paid digital media efforts including search, Gmail ads, video, display
and native (contextual) advertising that is always-on throughout the year.
Creative is developed in both Spanish and English.

The FERA digital campaign spend was increased as a total portion of the
overall CARE FERA media spend, from approximately 20% of total media
plan to 35%. The base media buy was territory-wide but PG&E continued to
include a layer of increased spending in select zip codes as part of the

4D.21-06-015, p. 103.



Advice 6434-E -10 - December 15, 2021

strategy to increase awareness with Hard-to-Reach customers. Zip codes
were identified as Hard-to-Reach based on lower CARE and FERA
penetration rates, and those that were in designated rural and/or high poverty
areas.™

Based on strong performance in 2020, PG&E continued advertisements on
the Fresh EBT mobile application (in English and Spanish language) which
allows customers to instantly check their EBT balance, clip online coupons,
and explore job posts and other money-making activities making it the ideal
environment to promote CARE and FERA.

In Q3, the Fresh EBT ad creative was updated, and PG&E tested a new ad
format, called an Explainer page (Figure 2 below). A sub-link on the FERA
display ad opens an in-app page which provides additional information about
the FERA program eligibility and benefit to the customer. Fresh EBT display
and the new Explainer page showed strong performance with a click-through
rate (CTR) of 1.13% for the display ad. Although the impressions delivered
for the new Explainer page was relatively small (515 views), the Explainer
page CTR was over 59%.

S A High Poverty household has income at or below 100% of the Federal Poverty Level
Guidelines. Rural areas are generally defined as those isolated from larger metropolitan
areas, by distance or other physical features. PG&E has identified specific zip codes and
counties within PG&E’s territory that fall within these definitions for targeting purposes. The
2021 Hard-to-Reach zip code targeting list included 227 (out of 1,001) prioritized zip codes
which capture most of the CARE eligible, non-enrolled, FERA eligible, non-enrolled, Rural and
High Poverty customers.



Advice 6434-E -11- December 15, 2021

Figure 2 — Fresh EBT Display Ad and Explainer Page example
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month by enrolling in the Family Electric Rate
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money right now with programs like FERA.

How to qualify: total household income

You qualify for the discount by meeting
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FERA

* Must be a household of three or more people
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application online. Find your account and meter
ID numbers on your bill to apply.
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PG&E also continued Google Discovery Ads, a tactic to help reach newly
eligible FERA customers because it uses past behavior to serve up relevant
content and ads. For example, if customers are searching for things like
“‘unemployment claims”, “government checks”, “can’t pay my bills”, they
could be served with a CARE/FERA ad.

Through the first nine months of 2021, the digital campaign is pacing to
achieve established annual goals and surpass 2020’s click-through rate. The
digital campaign delivered over 99 million impressions through September,
and although overall CARE/FERA landing page visits were down versus
2020, the cost per landing page visit was on par with 2020 results.

e Multicultural Media Campaign
In 2021, insights from the updates to the 2020 PG&E CARE and FERA
customer profiles led to refinements in the multicultural campaign strategy.
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PG&E expanded multicultural marketing efforts to drive awareness with
additional multilingual tactics, prioritizing prevalent Asian languages in
PG&E’s territory.

PG&E continued to promote rate assistance programs to income qualified
customers via display ads, paid search and Google discovery ads in
Spanish, Korean, Chinese, Viethamese and Russian. The display ads ran
throughout 2021, with search and Google ads running January through
September.

Print advertising was added to the campaign in 2021, placed in publications
with an estimated circulation of over 1.5 million. The print ads targeted
audiences in Chinese, Korean, Vietnamese and Russian. PG&E also
included TV interviews on stations with programming in Chinese, Korean,
Tagalog, and Viethamese. Finally, digital video ads in Chinese, Korean and
Vietnamese were added to the campaign and ran over a period of
approximately 12 weeks.

The full year results will be reviewed in early 2022, but through September
the digital portion of the multicultural campaign generated almost 120 million
impressions, with over 82,000 clicks and 103,000 landing page visits.

e Hard-to-Reach Customer Media Campaign

A coordinated awareness media campaign focused on hard-to-reach
audiences continued through 2021. The campaign included digital radio and
video, TV interviews and home-delivered print. As described above for the
digital ad campaign, zip code targeting was used to identify key areas of
opportunity for increased program enrollment looking at areas of sizeable
numbers of estimated unenrolled CARE and FERA customers, high poverty
and rural zips.

The zip-targeted digital media tactics delivered a total of approximately 52
million paid impressions and more than 350,000 clicks through September.
Print tactics were distributed to a total of 2.9 million households. Digital radio
enabled targeting in the Hard-to-Reach zip codes.

e CARE/FERA Landing Page
Throughout 2021, PG&E leveraged www.pge.com/carefera to engage with
customers; highlighting information about respective program tips and tools
to support their energy management journey. This page presents program
requirements, key program differences and prominently links to the dual
application form for CARE and FERA. Online enrollments accounted for 72%
of the total 2021 FERA new enrollments through November.
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The CARE/FERA landing page also highlights important alerts and
updates to Customer Protections information and links customers to
pages where they can find additional information about other programs,
financial assistance and support.

Bill Inserts
Enrollments attributed to bill inserts shows some decline as the number of
customers who receive electronic bills increases. PG&E continues to use
combined program messaging for bill inserts where targeting capabilities
are limited.

The CARE/FERA application was inserted in the bill package five times
throughout the year to all non-CARE/FERA enrolled residential customers
who receive a paper bill. The June insert including the updated income
guidelines for CARE and FERA was sent to approximately 2.2 million non-
CARE/FERA customers. Bill inserts delivered 315 FERA enroliments
through November.

PG&E Earned Media and Owned Assets

PG&E continued to deploy an income qualified targeted email newsletter to
approximately 1.6 million residential customers. CARE and FERA were
featured in the June issue and the November issue specifically promoted
FERA.

PG&E promoted CARE and FERA in the Home Energy Reports throughout
the year. CARE and FERA were promoted in July and FERA in October for
the electronic version of the Home Energy Reports (eHERs). The print
version promoted FERA in March-April and CARE and FERA July-August.
Customers receiving the quarterly Home Energy Report saw a CARE/FERA
promotion during April-May.

PG&E participates in media interviews throughout the territory and
distributes press releases throughout the year to promote CARE and FERA.
Between February and November several release topics reminded
customers of the ongoing support available to help with the COVID-19
Pandemic impact and support through the transition as some Customer
Protections ended in 2021. Interviews and articles highlight CARE and
FERA programs as part of the COVID-19 customer support, including how
CARE and FERA participants may be eligible for past due bill payment
plans, and a way to help customers lower future bills.
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11l. Outreach

Outbound Financial Assistance

In May 2020, PG&E stood up a new outbound calling campaign in order to
reach customers with past due amounts. The outbound calls provided
customers with flexible pay plans as well as information about CARE, FERA,
Medical Baseline, and other agency assistance programs. Customers who
were deemed to be eligible for a specific program were enrolled. Final annual
data for 2021 will be reported in the FERA Annual Report, to be filed in May
2022.

The campaign information is only through November 2021 and it consisted of
customers, Customer Service Representatives (CSRs) were able to make
contact with directly. The customers who could not be reached received a
voicemail with information regarding financial assistance programs.

The campaign was also successful in identifying over $12M in potential
savings from better rate options. Customers with a past due balance were
directed to Low Income Home Energy Assistance Program (LIHEAP) where
they received pledges totaling $238,572 or enrolled in Arrearage
Management Plan (AMP) where eligible.

Table 4: Outbound Campaigns for Financial Challenged Customers
from January, 2021 - November 30, 2021

Totals
Number of Customers Reviewed 249,479
Number of Customers Called 60,666
Enrolled in CARE 4,058
Enrolled in FERA 119
LIHEAP Pledge Amounts $238,572
Savings from Completed Rate Changes $12,069,442

Community-Based Organization (CBO)

PG&E utilizes its broad network of Community-based organization (CBO)
partners to conduct outreach for FERA and other assistance programs
available to customers. These organizations play an important role in helping
PG&E communicate about the availability of various assistance programs like
FERA to our customers. While PG&E’s current CBO network has broad
geographic coverage, PG&E continues to focus on increasing its partnerships
with CBOs based in the Central Valley region. While the pandemic continues
to impact some CBO operations, most have resumed in-person activities.
PG&E created a toolkit, including a fact sheet, social media guides, and
newsletter content for the CBOs to use in their outreach efforts.
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CBOs utilized social media, newsletters, direct mail, one-on-one meetings in
offices, in-person events, and food box distributions to distribute information
about FERA and other available program to customers.

In Q3, PG&E added a capitation fee for FERA enrollments to its Community
Outreach Contractor (COC) program and for ESA contractors.

Furthermore, in Q2, Q3 and Q4, PG& entered into new paid agreements with
CBOs. These paid agreements were made with sixteen CBOs (including 4
additional affiliate office locations, and 9 CBOs based in the Central Valley
region) for marketing, education, and outreach work related to the phase out
of COVID-19 emergency protections. In Q4, PG&E extended its agreements
in a “Phase 2” of the project with fourteen CBOs (including 5 CBOs based in
the Central Valley) to ensure our partners continue to amplify these important
messages throughout Q1 2022. Each of these CBOs attended multiple
onboarding trainings and workshops, hosted remotely due to COVID-19
restrictions.

PG&E continued to engage with existing CBOs as well as new ones and
encourage them to participate in a Request for Proposal (RFP)'® opportunity
to continue providing marketing, education, and outreach on FERA and other
programs. The ME&QO efforts will be targeting “hard-to-reach” populations
across the utility’s service territory, including rural, tribal, indigenous,
language-isolated, geographically-isolated, disadvantaged communities
(DACs), environmental and social justice communities, and populations which
face barriers to access. Via this RFP process, PG&E aims to increase its CBO
partnerships with health-based organizations, organizations serving tribal
members, as well as continue to focus on broad geographic coverage and
ensuring diverse CBOs are active partners throughout the Central Valley
region.

FERA Retention Campaigns

Retention campaigns were paused as Emergency Customer Protections were put
in place to support customers during the COVID-19 pandemic.'” PG&E started
retention campaigns in July 2021, when certain customer protections were
discontinued and recertifications resumed.

PG&E’s FERA retention outreach focuses on reducing attrition through failure to
recertify for the program. FERA-enrolled customers are required to recertify their
eligibility every two years (every four years for those on a fixed income). PG&E

'8 RFP 127674, “Community-Based Organization (CBO) Marketing, Education, and Outreach
(ME&Q) Services for Income-Qualified, Electric Vehicle, Workforce Education & Training,
and/or Microgrid Initiatives,” is expected to be executed in Q1 2022.

7 Resolution M-4842, Emergency Authorization and Order Directing Utilities to Implement
Emergency COVID-19 Protections.
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restarted the monthly auto-recertification campaign in Q3 2021, automatically
recertifying customers in Deciles 1 and 2. PG&E sent these customers email
notification to alert them that they were automatically re-enrolled in the FERA
Program and no further action was required to continue to receive the FERA
discount. The email indicated that the customer could opt-out of the program if
they are no longer qualified.

As part of the campaign, PG&E deployed the FERA recertification reminders to
customers in deciles 3-10. The campaign mirrors the approach that has been in
place for CARE since 2015. Customers with a valid email received email
reminders at 120-days, 90-days, 60-days and 30-days prior to the recertification
date with a call-to-action to re-enroll before their program end date. Additionally,
a direct malil letter and application were sent at the 90-day mark to all customers
due to recertify.

Conclusion

In conclusion, this letter contains the 2021 FERA results as is required by D.18-08-013,
issued on August 17, 2018

Protests
This is an information-only AL submittal. Pursuant to General Order 96-B Section 6.2,
PG&E is not seeking relief through this AL and is not subject to protest. Instead, PG&E is

reporting progress to increase FERA program enroliment.

Effective Date

PG&E requests that this information-only advice letter become effective upon date of
submittal, which is December 15, 2021.

Notice

In accordance with General Order 96-B, Section IV, a copy of this AL is being sent
electronically and via U.S. mail to parties shown on the attached list and the parties on
the service lists for A.16-06-013, A.14-11-007 et al., and A.19-11-003 et al. Address
changes to the General Order 96-B service list should be directed to PG&E at emaill
address PGETariffs@pge.com. For changes to any other service list, please contact the
Commission’s Process Office at (415) 703-2021 or at Process_Office@cpuc.ca.gov.
Send all electronic approvals to PGETariffs@pge.com. AL submittals can also be
accessed electronically at: http://www.pge.com/tariffs/.

® The FERA propensity model assigns customers a Decile score from 1 to 10, with 1 being the
most-likely to be FERA-eligible and 10 being the least likely to be FERA-eligible. CARE and
FERA auto-recertification is executed for Deciles 1-2.
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IS/
Sidney Bob Dietz Il
Director, Regulatory Relations

CC: Service Lists in A.16-06-013, A.14-11-007 et al., and A.19-11-003 et al.
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Subje

ctof AL: Information-only Advice Letter on Pacific Gas and Electric Company’s Progress to Increase Family
Electric Rate Assistance Program Enrollment per Decision (D.) 18-08-013

Keywords (choose from CPUC listing): Compliance

ALType:[] Monthly [] Quarterly[] Annual One-Time [_] Other:

If AL submitted in compliance with a Commission order, indicate relevant Decision/Resolution #:
D.18-08-013

Does AL replace a withdrawn or rejected AL? If so, identify the prior AL: No

Summarize differences between the AL and the prior withdrawn or rejected AL: N/A
Confidential freatment requested? |:| Yes No

If yes, specification of confidential information:
Confidential information will be made available to appropriate parties who execute a

nondisclosure agreement. Name and contact information to request nondisclosure agreement/
access to confidential information:

Resolution required? |:| Yes No
Requested effective date: 12/15/21 No. of tariff sheets: o

Estimated system annual revenue effect (%): NI/A

Estimated system average rate effect (%): N/A

When rates are affected by AL, include attachment in AL showing average rate effects on customer classes
(residential, small commercial, large C/I, agricultural, lighting).

Tariff schedules affected: N/A

Service affected and changes proposed' nj/A

Pending advice letters that revise the same tariff sheets: N /A

Discuss in AL if more space is needed. Clear Form




Protests and all other correspondence regarding this AL are due no later than 20 days after the date
of this submittal, unless otherwise authorized by the Commission, and shall be sent to:

Name: Sidney Bob Dietz I1. ¢/o Megan Lawson

CPUC, Energy Division Title: Director, Regulatory Relations

Attention: Tariff Unit Utility Name: Pacific Gas and Electric Company
505 Van Ness Avenue Address: 77 Beale Street, Mail Code B13U

San Francisco, CA 94102 City: San Francisco, CA 94177

Email: EDTariffUnit@cpuc.ca.gov State: California Zip: 94177

Telephone (xxx) Xxx-xxxx: (415)973-2093
Facsimile (xxx) xxx-xxxx: (415)973-3582
Email: PGETariffs@pge.com

Name:

Title:

Utility Name:

Address:

City:

State: District of Columbia Zip:
Telephone (XXX) XXX-XXXX:

Facsimile (xxx) xxx-xxxx:

Email:




PG&E Gas and Electric
Advice Submittal List
General Order 96-B, Section IV
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Southern California Edison Company
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TerraVerde Renewable Partners
Tiger Natural Gas, Inc.

TransCanada

Utility Cost Management

Utility Power Solutions

Water and Energy Consulting Wellhead
Electric Company

Western Manufactured Housing
Communities Association (WMA)

Yep Energy



ATTACHMENT 11:

Excerpt of PG&E’s response to Cal
Advocates’ Data Request, DR-CARE-PGE-03



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_030-Q04

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_030-Q04

Request Date: March 1, 2022 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-03

Date Sent: March 22, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when
CARE customers must communicate with their utility that they still qualify for the
discount program, excluding PEV and HU-PEV processes.

For the purpose of this data request, “non-responders” is defined as a customer who
was removed from CARE due to failure to respond to recertification, PEV, or HU-PEV,
within the 12 months prior to the disconnection.

QUESTION 04

Please use the template “CARE DR 3 Template.xIsx” to answer this question.

a. How many CARE households were subject to the following types of income
verification between the reinstatement of income verification processes in mid-
2021 and January 1, 20227

a. Recertification (excluding recertified customers and “duplicates”)
b. b. PEV
c. c. HU-PEV

b. Of the households referenced in question 4(a), how many were removed from
CARE due to non-response? Please report results separately for each type of
income verification.

c. How many of the “non-responders” in question 4(b) have entered arrears since
being removed from CARE? Please report results separately for each type of
income verification.

d. How many of the “non-responders” in question 4(b) have been disconnected
from service? Please report results separately for each type of income
verification.

ANSWER 04
Please see the Question 4 tab in attachment LowlncomeProgramPY21-

26_DR_CalAdvocates_030-Q01Atch01.xIsx. PG&E completed the table for Question 4
as formatted using the template received for this data request.

LowlncomeProgramPY?21-26_DR_CalAdvocates_030-Q04 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_030-Q05

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates_030-Q05

Request Date: March 1, 2022 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-03

Date Sent: March 22, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when
CARE customers must communicate with their utility that they still qualify for the
discount program, excluding PEV and HU-PEV processes.

For the purpose of this data request, “non-responders” is defined as a customer who
was removed from CARE due to failure to respond to recertification, PEV, or HU-PEV,
within the 12 months prior to the disconnection.

QUESTION 05

a. Since July 1, 2021, what percentage of CARE customers have entered arrears?
What percentage have been disconnected?

b. Since July 1, 2021, what percentage of non-CARE customers have entered
arrears? What percentage have been disconnected? Please exclude
customers who were removed from CARE due to non-response since July
1, 2021 in these values.

ANSWER 05

a. From July 1, 2021, through January 31, 2022, 56% of CARE customers have
entered arrears and 0% of CARE customers have been disconnected.

b. From July 1, 2021, through January 31, 2022, 38% of non-CARE customers
have entered arrears and 0% of non-CARE customers have been disconnected.
These values exclude customers who were removed from CARE due to non-
response since July 1, 2021.

LowlncomeProgramPY21-26_DR_CalAdvocates_030-Q05 Page 1



PACIFIC GAS AND ELECTRIC COMPANY
Low Income Program — Program Year 2021-2026
Application 19-11-003
Data Response

PG&E Data Request No.: | CalAdvocates_030-Q11

PG&E File Name: LowIncomeProgramPY21-26_DR_CalAdvocates _030-Q11

Request Date: March 1, 2022 Requester DR No.: | CAL ADVOCATES-
CARE-PGE-03

Date Sent: March 15, 2022 Requesting Party: Public Advocates Office

PG&E Witness: Neil Singh Requester: Adam Buchholz

The following questions make a distinction between CARE recertification, high usage
post-enrollment verification (HU-PEV), and post-enrollment income verification (PEV).
Where the questions refer to “recertification,” this data request is referring to when
CARE customers must communicate with their utility that they still qualify for the
discount program, excluding PEV and HU-PEV processes.

For the purpose of this data request, “non-responders” is defined as a customer who
was removed from CARE due to failure to respond to recertification, PEV, or HU-PEV,
within the 12 months prior to the disconnection.

QUESTION 11

If a customer is removed from CARE or FERA due to non-response to income
verification, but later re-enrolls in the discount program, is there any circumstance under
which PG&E returns missed CARE or FERA discounts to the customer?

ANSWER 11

Yes, there can be a circumstance where PG&E returns missed CARE of FERA
discounts to the customer. PG&E’s current policy is to return missed CARE or FERA
discounts for up to three billing periods, if requested by the customer. Customer
requests for missed discounts greater than three months are considered on a case-by-
case basis.

LowlncomeProgramPY?21-26_DR_CalAdvocates_030-Q11 Page 1



ATTACHMENT 12:

Excerpt of SCE’s response to Cal Advocates’
Data Request, DR-CARE-SCE-03



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates-CARE-SCE-03

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 3/1/2022

Response Date: 3/22/2022

Question 04:
Please use the template “CARE DR 3 Template.xIsx” to answer this question.

a. How many CARE households were subject to the following types of income
verification between the reinstatement of income verification processes in mid-2021 and
January 1, 20227

1. Recertification (excluding recertified customers and “duplicates”)
2. PEV
3. HU-PEV

b. Of the households referenced in question 4(a), how many were removed from CARE due
to non-response? Please report results separately for each type of income verification.

c. How many of the “non-responders” in question 4(b) have entered arrears since being
removed from CARE? Please report results separately for each type of income
verification.

d. How many of the “non-responders” in question 4(b) have been disconnected from
service? Please report results separately for each type of income verification.

Response to Question 04:
Please see the attached excel spreadsheet entitled, “Cal Advocates DR-CARE-SCE-03 Qs 1-4 x1sx”

which provides the requested data for this question.
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Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates-CARE-SCE-03

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 3/1/2022

Response Date: 3/22/2022

Question 05:

a. Since July 1, 2021, what percentage of CARE customers have entered arrears? What percentage
have been disconnected?

b. Since July 1, 2021, what percentage of non-CARE customers have entered arrears? What
percentage have been disconnected? Please exclude customers who were removed from CARE

due
to non-response since July 1, 2021 in these values.

Response to Question 05:
Since July 1, 2021, 47.4% of CARE customers have entered arrears with no disconnections.

Since July 1, 2021, 33.6% of non-CARE customers have entered arrears with no disconnections.

SCE excluded customers who were removed from CARE due to non-response since July 1, 2021 as
requested.



Southern California Edison

A.19-11-003 et al (A.19-11-004, A.19-04-005, A.19-04-006, and A.19-04-007) — PG&E
Application for Approval of Energy Savings Assistance and California Alternate Rates for
Energy Programs and Budgets for 2021-2026 Program Years.[CONSOLIDATION ALERT:
A.19-11-003, A.19-11-004, A.19-11-005, A.19-11-006, A.19-11-007 are CONSOLIDATED]

DATA REQUEST SET Cal Advocates-CARE-SCE-03

To: Cal Advocates
Prepared by: Anthony Abeyta
Job Title: CARE/FERA Program Advisor
Received Date: 3/1/2022

Response Date: 3/15/2022

Question 11:

If a customer is removed from CARE or FERA due to non-response to income verification, but later
re-enrolls in the discount program, is there any circumstance under which SCE returns missed
CARE or FERA discounts to the customer?

Response to Question 11:
For CARE and FERA, SCE will retroactively apply the discount if a customer who is removed due

to non-response to income verification but later re-enrolls in the discount program in cases where a
delay or error was made by SCE (e.g., Customer not notified of verification request due to incorrect
address/email on file).



ATTACHMENT 13:

Excerpt of SoCalGas’s response to
Cal Advocates’ Data Request,
DR-CARE-SCG-03



SOUTHERN CALIFORNIA GAS COMPANY

DATA REQUEST FROM CAL ADVOCATES
(DATA REQUEST CAL ADVOCATES-CARE-SCG-03)

RECEIVED: MARCH 1, 2022
SUBMITTED: MARCH 15, 2022

QUESTION 4:
Please use the template “CARE DR 3 Template.xIsx” to answer this question.

a. How many CARE households were subject to the following types of income verification
between the reinstatement of income verification processes in mid-2021 and January
1, 20227
a. Recertification (excluding auto-recertified customers and “duplicates”)
b. PEV
c. HU-PEV
b. Of the households referenced in question 4(a), how many were removed from CARE
due to non-response? Please report results separately for each type of income
verification.

c. How many of the “non-responders” in question 4(b) have entered arrears since being
removed from CARE? Please report results separately for each type of income
verification.

d. How many of the “non-responders” in question 4(b) have been disconnected from
service? Please report results separately for each type of income verification.

SoCalGas RESPONSE:
Please see the attached file CalAdvocates-CARE-SCG-03_SoCalGas Data Request
Response (03-15-22).xIsx, see workbook tab “Question 4”.

All newly enrolled and recertified CARE customers are subject to PEV; however, only those
selected for PEV are counted in response to Question 4, column a. Total Subject to
verification.

SoCalGas added a note to Question 4 in the CARE DR 3 Template to clarify. On July 1,
2021, all CARE customers who had incomplete PEVs prior to March 2020 were resent the
notice and given another 100 days to complete their incomplete PEV/Recertification. These
customers were previously subject to, and sent a "verification" request prior to March 2020,
but had not completed the request by June 30, 2021. These CARE customers were given
another opportunity to complete the PEV or Recertification beginning July 1, 2021 once the
COVID-19 Emergency Disaster Relief customer protections were lifted. SoCalGas indicated
these total counts separately and cumulatively in the tab Question 4 in the template.

For disconnections (part d), with the passage of California Assembly Bill (AB) 135, customers
with COVID-19 related debt and are eligible for relief under the California Arrearage Payment
Program (CAPP) are protected from the risk of disconnection until June 2022. See Cal.
Government Code Section 16429.5. This is also outlined in Decision 21-06-036. SoCalGas
has extended the disconnections protection for CAPP-eligible customers to all residential

3



SOUTHERN CALIFORNIA GAS COMPANY

DATA REQUEST FROM CAL ADVOCATES
(DATA REQUEST CAL ADVOCATES-CARE-SCG-03)

RECEIVED: MARCH 1, 2022
SUBMITTED: MARCH 15, 2022

customers, as it is not possible to distinguish these customers within its Customer Information
System. Therefore, residential disconnections are slated to resume no earlier than August
2022.

QUESTION 5:
a. Since July 1, 2021, what percentage of CARE customers have entered arrears? What
percentage have been disconnected?
b. Since July 1, 2021, what percentage of non-CARE customers have entered arrears?
What percentage have been disconnected? Please exclude customers who were
removed from CARE due to non-response since July 1, 2021 in these values.

SoCalGas RESPONSE:
a. Since July 1, 2021, 23% of CARE customers have entered arrears with 0%
disconnected.
b. Since July 1, 2021, 13% of Non-CARE customers have entered arrears with 0%
disconnected.

QUESTION 6:

PEV algorithms typically assign scores to customers into based on their likelihood to be
unqualified for CARE. Do you retain the calculated scores for each CARE customer in past
program years?

SoCalGas RESPONSE:

SoCalGas retains the most recent PEV algorithm score to determine the customer’s
likelihood to be CARE-eligible. However, SoCalGas does not retain the calculated scores for
each CARE customer in past program years.

QUESTION 7:
a. On average, how many people live in CARE households?
b. On average, how many people live in non-CARE households?

SoCalGas RESPONSE:
a. SoCalGas also leverages third party data from Claritas for household size. After
removing missing values, from the 2021 Claritas data, an average of 2.1 people live in
CARE households.

As of February 2022, based on available CARE application data, the average
household size self-reported by active CARE customers is 3.4 individuals. Since
household size is not required of customers who are enrolled by categorical eligibility
or authorized data exchange, only 61% of CARE accounts have household size
information available.



SOUTHERN CALIFORNIA GAS COMPANY

DATA REQUEST FROM CAL ADVOCATES
(DATA REQUEST CAL ADVOCATES-CARE-SCG-03)

RECEIVED: MARCH 1, 2022
SUBMITTED: MARCH 15, 2022

b. Claritas data from 2021 shows the average household size in non-CARE households
is 2.14.

SoCalGas does not have self-reported household size data for non-CARE households.

QUESTION 8:
What percentage of residential CARE accounts are associated with customer social security
numbers (SSNs) or Individual Taxpayer Identification Numbers (ITINs)?

SoCalGas RESPONSE:
78% of residential CARE accounts are associated with customer SSNs or ITINs.

QUESTION 9:
What percentage of residential non-CARE accounts are associated with customer social
security numbers (SSNs) or Individual Taxpayer Identification Numbers (ITINs)?

SoCalGas RESPONSE:
81% of residential non-CARE accounts are associated with customer SSNs or ITINs.

QUESTION 10:
Does SoCalGas collect the date of birth for customers? If so, what percentage of customers
have their date of birth associated with their account?

SoCalGas RESPONSE:

SoCalGas solicits the date of birth for a customer of record and their respective spouse when
establishing an account for service; however, providing this information is optional.
SoCalGas has 90% of customers that have their date of birth associated with their account.

QUESTION 11:

If a customer is removed from CARE or FERA due to non-response to income verification,
but later re-enrolls in the discount program, is there any circumstance under which SoCalGas
returns missed CARE or FERA discounts to the customer?

SoCalGas RESPONSE:

SoCalGas does not typically return missed CARE discounts to the customer unless the utility
is determined to be at fault (e.g., CARE application was received but not processed) or
customer has reasonable justification.
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ATTACHMENT 14:

Excerpt of SDG&E’s response to
Cal Advocates’ Data Request,
DR-CARE-SDGE-03



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-03
Questions 1, 2, 3, and 5; update 8 & 9

DATE RECEIVED: March 1, 2022

DATE RESPONDED: March 29, 2022

4. Please use the template “CARE DR 3 Template.xlsx” to answer this question.

a. How many CARE households were subject to the following types of income verification between
the reinstatement of income verification processes in mid-2021 and January 1, 20227

a. Recertification (excluding recertified customers and “duplicates”)

b. PEV
c. HU-PEV

b. Of the households referenced in question 4(a), how many were removed from CARE due to non-

response? Please report results separately for each type of income verification.

c. How many of the “non-responders” in question 4(b) have entered arrears since being removed
from CARE? Please report results separately for each type of income verification.

d. How many of the “non-responders” in question 4(b) have been disconnected from service? Please
report results separately for each type of income verification.

SDG&E Response:

Please see response on the Question 4 tab of attached Excel spreadsheet “CARE DR 3
Template_ Apr_1_Q4”



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-03
Questions 1, 2, 3, and 5; update 8 & 9

DATE RECEIVED: March 1, 2022

DATE RESPONDED: March 29, 2022

5.
a. Since July 1, 2021, what percentage of CARE customers have entered arrears? What percentage
have been disconnected?

b. Since July 1, 2021, what percentage of non-CARE customers have entered arrears? What
percentage have been disconnected?

SDG&E Response:
% CARE in arrears since % non-CARE in arrears since
7/1/21 % CARE Disconnected  7/1/21 % non-CARE Disconnected

51% 0 36% 0



CAL ADVOCATES DATA REQUEST
CAL ADVOCATES-CARE-SDGE-03
Questions 1, 2, 3, and 5; update 8 & 9

DATE RECEIVED: March 1, 2022

DATE RESPONDED: March 29, 2022

11. If a customer is removed from CARE or FERA due to non-response to income verification, but
later re-enrolls in the discount program, is there any circumstance under which SDG&E returns

missed CARE or FERA discounts to the customer?

SDG&E Response:
SDG&E returns any missed CARE or FERA discount if it finds there was an error on SDG&E’s

behalf that caused the customer to be removed from the program.
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